
                               
    

 
               

          
        

      
 

 

 
 

            
        

         
 

 

 
  

 

             
      

            
 

 

        
          

                
   

 

   
 

         
           

            
        

   
    

 

   
  

 

          
            

            
          

 

 

   
 

           
           
    

 

Organized Retailing NVEQF Level 1 
S N Unit Title Contents Distribution 

of Marks 
1 Retailing Basics Session 1: Basics of Retailing - Identify the functions of a retailer - Evaluate the services to be rendered by retailers to the 

customers - Identify the essential requirements of retailers Session 2: Organized and Unorganized Retailing - Identifying 
organized and unorganized retailing Session 3: Store and Non-store Retailing - Identifying the basis of classifying the 
retailing - Classify the various formats of store and non-store retailing Session 4: Indian and Global Retailer - Identify Major 
Retailers 

05+03=08 

2 Communication 
Basic 

Session 1: Introducing and Greeting - Introduce and greet in a proper way Session 2: Framing of Questions and Complete 
Sentences - Framing of question and sentence Session 3: Dealing with Customers in Retail Environment - Dealing with 
customers while they are shopping for goods Session 4: Principles of Communication - Identify elements of communication 
cycle 

02+01=03 

3 Goods 
Management in 
Retai 

Session 1: Types of Retail Goods- Identify retail goods Session 2: Material Handling - Demonstrate the process of material 
management - Identify the types of material handling equipment Session 3: Documentation in Goods Handling - Identify the 
various documents used in goods moving. Session 4: Procedure for Goods Moving - Identify the procedure of moving of 
goods. 

05 

4 Customer Service Session 1: Conceptual Framework - Differentiate between consumer and customer - Identify customer’s needs  
Session 2: Effective Customer Service - Identify the effective customer service- Dealing effectively with customers Session 
3: Customer Service in Retail - Role of customer service - Customer Service & Retail Industry Session 4: Elements of 
Customer Service - Identify the elements of Good customer service- Enlist the advantages of customer service 

03+02=05 

5 Packaging and 
Bagging in Retail 

Session -1: Packaging Materials - Identify the competencies required in bagging and packaging while delivering goods -
Describe the role and functions of people involved in work during packaging & bagging Session-2: Use of Packaging 
Equipment - Handle the various types of packaging equipments Describe the procedure of equipments handling for bagging/ 
packaging the goods Session 3: Procedure for Bagging and Packing - Learn the step by step procedure of using packaging 
material & Equipment for bagging and packaging. Session 4: Marking and Labeling - Identify the competencies required for 
understanding the various methods of labeling used in retailing. - Evaluate the various purposes of labeling and marking 

03+01=04 

6 Hygiene and 
Safety Practices 
in Retail 

Session 1: Basic Hygiene and Safety Practices - Describe the importance of maintaining hygienic conditions in retail store 
Session 2: Potential Hazards at Workplace - Describe potential hazards & safe practices to be adopted at retail store.
Extinguishing small fires Session 3: Safety Measures at Workplace - Practice safety measures and tips to control injuries, 
violence, harassment, shoplifting and robbery - State how to handle money equipment, machines, irate customers and 
shrinkage Session 4: Precautions to be taken for safety 

05+01+01= 
07 

7 Work Integrated 
Learning 

Session 1: Retail Store Types - Classify the stores in retailing Session 2: Career Prospects in Retail - Identify the various job 
opportunities and career prospects in retailing Session 3: Writing a Resume - Enlist the various types of resumes used 
frequently for job in retail sector Session 4: Writing a Job Application - Identify basic points for writing Job Application 

02+01=03 





  

    

    

  

  

     

 

       

   

    

   

   

      

  

  

  

  

 

 

 

The web addresses for access the following materials: 

1) 	 For curriculum and syllabus softcopy of 9th class(Level-1) will be available at 

www.psscive.nic.in , www.himachal.nic.in/higher education/ recourse centre/NVEQF & 

www.cive.org 

2) 	 For National occupational standard of concerned sector are available at: 


www.nsdc.org at NOS 


For reporting at District and State: 

3) 	 You will report to your following official from Govt side at your district and state: 

1) School coordinator and Principal of concerned school. 

2) District Project officer cum Principal DIET 

3) District Coordinator Vocational Education (RMSA) at DIET. 

4) Dr. G.N. Chauhan,  State Nodal officer Shimla  

5) Sh. Ghanshyam Chand, State Project Director RMSA. 

4) 	 For Vocational Trainer Providers (VTP)side: 


1) State coordinator 

2) State Project Manager 


3) Company heads 




 
  

                             
 

   
    
    
          

 
  

                                                              
      
        
         
       
        
 

         
           
        
       
 

                                     
       
         
      
         
 

                  
                              
        
         
        
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Organized Retail 
9th (Normal Track) 

Time: 3:00 Hours MM: 35 

NOTE:-- (i) All questions are compulsory. 
(ii)Answer should be brief and to the point. 
(iii)Answer to question of 1 mark in one word or in a line, 2 marks in 20 to 40    

words, of 3 marks in 40 to 60 words and 5 marks in 60 to 90 words. 

Q.1 Answer the following questions.   
(5X1=5) 

(a)  What is retailing? 
(b) Write any three major retailers? 
(c) Define Communication? 
(d) Define Consumers? 
(e) Write any four methods of packaging? 

Q.2 Answer the following questions in brief (2X3=6) 
(a) What are Super Markets? 
(b) What are the question words? Explain. 
(c) Explain why do we need to differentiate goods? 

Q.3 Answer any three questions. (3X3=9) 
(a) Differentiate between precautions and safety measures? 
(b) What is the safety measures adopted if robbery occurs? 
(c) What are the different types of labels? 
(d) What are the advantages of customer service? 

Q.4 Attempt any three questions. (3X5=15) 
(a)  What is the difference between organized and unorganized Retailing.  
(b) What are the various forms of non store retailing? 
(c)  What are the material handling principles? Explain. 
(d)  What are the contents of Job application? 



   
      
 

                                
 

  
 

 
 
       
     
     
      
      
    
 
 

 
      
       

       

         

          

 
 
 
 
 
 
 

Organized Retail (Practical) 
9th (Normal Track) 

Time: 3:00 Hours MM: 50 

NOTE: The candidates are required to perform any two practicals. 

Marks Distribution 

(a) Objective 01 
(b) Circuit diagram/Figure 03 
(c)Theory and procedure 03 
(d)Performance 10 
(e)Practical copy and Charts              03 
(f)Viva and Project/Model      05 

Attempt any two practical’s. 

Q.No.1 Write and demonstrate the basic hygiene and safety practice in retail store? 

Q.No.2 Write and demonstrate different methods of Packaging? 

Q.No.3 Describe and demonstrate preventing and extinguishing small Fires. 

(2X25=50) 
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Preface 

The Teache ’s Handbook on “Retail Business” is a pa t of the qualification package fo 
student’s who have passed Class VIII o  equivalent examination which was developed by the 
Retaile 's Association of Skill Council of India (RASCI) fo  National Vocational Education 
Qualification F amewo k (NVEQF) is an initiative of Minist y of Human Resou ce Development 
(MHRD), Gove nment of India to set common p inciples and guidelines fo  a nationally 
ecognized qualification system cove ing Schools, Vocational Education and T aining 

Institutions, Technical Education Institutions, Colleges and Unive sities. It is envisaged that 
the NVEQF will p omote t anspa ency of qualifications, c oss-secto al lea ning, student-
cent ed lea ning and facilitate lea ne 's mobility between diffe ent qualifications, thus 
encou aging lifelong lea ning. 

A etaile is the one who stocks the p oduce ’s goods and is involved in the act of selling to 
the custome o consume , at a ma gin of p ofit. Retailing is the last link that connects the 
individual consume with the manufactu ing and dist ibution chain. It adds value in te ms of 
bulk b eaking and p oviding a wide va iety of goods and se vices to custome s. The etail 
indust y is divided into o ganized and uno ganized secto s. O ganized etail can be 
catego ized by the type of p oducts etailed as well as the by the diffe ent kind of etail 
fo mats. The majo  etail fo mats include Depa tment sto es, Supe ma kets, Hype ma kets, 
Specialty sto es, convenience sto es, and Kiosks. The va ious ope ations involved in sto e 
ope ation and management include Sto e Ope ations, Back end Ope ations, Me chandising, 
Logistics and Dist ibution, Ma keting, P ocu ement/Pu chase, Salesmanship and Co po ate 
Se vices. 

The National Cu iculum F amewo k, 2005, ecommends that child en's life at school must be 
linked to thei life outside the school. This p inciple makes a depa tu e f om the legacy of 
bookish lea ning which continues to shape ou system and causes a gap between the school, 
home, community and the wo kplace. Expe imental lea ning, which is cyclical p ocess 
involving obse vation, eflection and action, should be an integ al pa t of the teaching-
lea ning p ocess. Attempt by the students to solve p oblems, guided by the teache s o 
inst uctions, would enable them to explo e and discove new knowledge and develop p oblem 
solving skills. A ange of pedagogies, including inte active lectu e, ole plays, case studies, 
assignments, p ojects and on-the-job activities that p ovide students with gene ic, technical 
and p ofessional knowledge and skills should be adopted by the teache s and inst ucto s to 
foste student-cante ed lea ning. 

The success of this effo t depends on the steps that school P incipals and Teache s will take 
to encou age child en to eflect thei own lea ning and to pu sue imaginative and on the job 
activities and questions. Pa ticipation of lea ne in skill development exe cises and 
inculcation of values and c eativity is possible if involve child en as pa ticipant in lea ning, 
and not as eceive of info mation. These aims imply conside able change in school outines 
and mode of functioning. Flexibility in the daily time table would be a necessity to maintain 
the igou in implementing the activities and equi ed numbe of teaching days will have to 
be inc eased fo teaching and t aining. 

The suggestions by the teache s and othe stakeholde s in education and t aining will be of 
g eat value to us in b inging about qualitative imp ovement in the teache ’s handbook. 

3 



  

 

  

 
 

   
 

 
         
            

 
           

      
 

          
 

             
               

            
 

           
        

            
       

             
         

 
           

          
           

   
          

        
              

           
          

          
          

   
           
              

      
          

      
           

         
 

   
   

         
 

       
   

 

     
  

      
 

     
    

     
  

    
   

        
 

       
    

      
   

      
 

 
       
   

     
 

        
   

Acknowledgements 

List of Contributors 


Advisors 
1. 	 P of. R.B. Shivagunde, Joint Di ecto , PSSCIVE, NCERT, Bhopal. 
2. 	 P of. R.K. Shukla, Head, Depa tment of Business & Comme ce, PSSCIVE, NCERT, 

Bhopal. 
3. 	 D . V.S. Meh ot a, Associate P ofesso & In-cha ge Cu iculum Development and 

Evaluation Cente (CDEC), PSSCIVE, NCERT, Bhopal. 

Material Production Group 

A. 	Wo king G oup Meeting fo Development of Inst uctional Mate ial in the a ea of 
Retail Ma keting Management fo NVEQF Level – 1 held f om 28 May to 1 June, 
2012 at Cent al Institute of Educational Technology, NCERT Campus, New Delhi. 

1. 	 D . K. Sambashiva Rao, P ofesso , Depa tment of Comme ce & Management 
Studies, Andh a Unive sity, Vishakhapatnam – 530 003 (A.P.). 

2. 	 D . R. Saibaba, P ofesso in Comme ce and Business Management, Lal Bahadu 
P.G. College, Wa angal – 506 007 (A.P.). 

3. 	 D . T. S inivasa Rao, P ofesso , MBA Section, School of Distance Lea ning and 
Continuing Education, Kakatiya Unive sity, Vidya anyapu i, Wa angal – 506 009 
(A.P.). 

4. 	 P of. S. N. Bo hade, Depa tment of Comme ce and Management, Bha athi 
Vidyapeeth Deemed Unive sity, Yashwant ao Mohite College, Pune – 411 038. 

5. 	 M . Sunil S. Desai, Vocational Teache , Jag uti Junio College, Gadhingiaj, 
Dist: Kolhapu (Maha asht a). 

6. 	 M . Rajeev Kha e, Cou se Coo dinato (O ganized Retail), Bha athi Ai tel 
Office, Malvya Naga , Bhopal – 462 001 (M.P.). 

7. 	 D . Dalbi Singh,, Assistant P ofesso , Ha yana School of Business, Gu u 
Jambeshwa Unive sity of Science and Technology, Hisa – 125 001 (Ha yana). 

8. 	 D . Ship a Vaidya, Associate P ofesso , Depa tment of Seconda y Education, 
CIET, NCERT, S i Au obindo Ma g, New Delhi – 110 016. 

9. 	 D . Biswajith Shaw, P og amme Office (Vocational Education), CBSE, P eet 
Viha , New Delhi. 

10. 	M s. Deepa Singh, Consultant, NSDC, Nea Qutub Hotel, New Delhi. 
11. 	D . V. S Meh ot a, Associate P ofesso and Resource Person, Depa tment of 

Ag icultu e & Animal Husband y, PSSCIVE, Bhopal. 
12. 	D . P. Vee aiah, Assistant P ofesso and Programme Coordinator, Depa tment 

of Business and Comme ce, PSSCIVE, Bhopal. 
13. 	D . Ama ende P. Behe a, Associate P ofesso and Honorary Director, CIET, 

NCERT, S i Au obindo Ma g, New Delhi – 110 016. 

4 



  

 

            
              

            
 

            
 

            
        

           
    

            
           

        
           

      
            

      
            

    
           

         
           

    
          

   
          

    
          
          

  
           

         
           

     
             
             

  
 

   
           

         
          

         
           

       
 

      
   

   

        
 

     
  

     
    

      
      

  
   

  
      

  
     
   

       
  

     

  
  

       
 

 
    

         
   

        

   
        

          
 

       

      
 

B. 	Wo king G oup Meeting (WGM) fo Development of Inst uctional Mate ial in the 
a ea of Retail Ma keting Management fo NVEQF Level – 1 (Phase–II) was held f om 
9 to 13 July, 2012 at Depa tment of Comme ce, SNDT, Women's Unive sity, 
Mumbai. 
1. D . 	Dalbi Singh Assistant P ofesso , Ha yana School of Business, GJU, Hisa 

(Ha yana). 
2. P of. T. S inivasa Rao, P ofesso	� of Comme ce & Business Management, SDLCE, 

Kakatiya Unive sity, Wa angal – 506 009 (A.P.). 
3. M . 	Sunil S. Desai, Lectu e (Vocational), Jag uti J . College, Godhinglaj, 

Dist ict Kolhapu (Maha asht a). 
4. M . Ashok M. S., Lectu e T aine , Open Minds Institute, Bengalu u (Ka nataka). 
5. D . 	 Dinaka , G., P of. & Head, Raja ajeshwa i College of Enginee ing, 

Kumbalagodu, Myso e Road, Bangalu u – 560 074. 
6. M s. Yadav, K.P., Lectu e	� (Vocational), Camp Education Society Junio College 

Camp, Pune – 411 001 (Maha asht a). 
7. P of. K.S. Rao, P ofesso	� & Head, Depa tment of Comme ce and Management 

Studies, Andh a Unive sity, Visakhapatnam (A.P.). 
8. M . P adip D. Powa , Lectu e	� (Vocational), Janata Vidyalaya & Junio College, 

Satpu , Nasik (Maha asht a). 
9. D . 	S. N. Bo hade, Associate P ofesso , Depa tment of Comme ce, Bha ati 

Vidyapeeth Unive sity, Yashwanth ao Mohite College, Pune – 411 038. 
10.M s. 	K.S. Fulmali, Associate P ofesso , M.L. Dhanuka College, Vile Pa le, 

Mumbai – 400 029. 
11.M . 	M.S. Dhanawade, Associate P ofesso , Singhad Institute of Management, 

Pune (Maha asht a). 
12.D . 	 Kinna y V. Thakka , Associate P ofesso , Depa tment of Comme ce, 

Unive sity of Mumbai, Mumbai. 
13.M . Sugam Chaubal, Consultant with Retail O ganizations, Mumbai. 
14.M . 	Ravind a M. Chiplunka , P incipal, Consultant with Retail O ganizations, 

Mumbai. 
15.D . 	 G.Y. Shitole, Hono a y Di ecto , P ofesso & Head, Depa tment of 

Comme ce, SNDT Women's Unive sity, New Ma ine Line, Mumbai. 
16.D . P. Vee aiah Assistant P ofesso	� & P og amme Coo dinato , PSSCIVE, NCERT, 

Bhopal – 462 013. 
17.M . Ashok Kuma , Assistant Lib a ian, PSSCIVE, NCERT, Bhopal – 462 013. 
18.M . Du gesh K. Satanka , Compute	� Ope ato G . II, PSSCIVE, NCERT, Bhopal – 

462 013. 

Editing and Coordination 
1. D . 	P. Vee aiah, Assistant P ofesso & P og amme Coo dinato , Depa tment of 

Business and Comme ce, PSSCIVE, NCERT, Bhopal – 462 013. 
2. D . 	V.S. Meh ot a, In-cha ge, Cu iculum Development and Evaluation Cent e 

(CDEC), PSSCIVE, NCERT, Bhopal – 462 013. 
3. D . 	Nidhi Gupta, Assistant P ofesso (Cont actual), Depa tment of Business and 

Comme ce, PSSCIVE, NCERT, Bhopal – 462 013. 

5 



  

 

   

 
 

              
             

           
           
           

         
         

           
       

         
 

            
              

             
          

 

     
 

          
          

            
             

  
 

           
            

               
            
           

              
             

             
           

 
 

            
               

           
       

 
  

     
   

  
    

  
    

 
    

     
     

   
           

    
  

 
          

   
    

   
   

    
    

  
     

     
     
 

    
  

   
 

About the Handbook 

The Teache ’s Handbook is to assist you with teaching and t aining thei students fo 
meeting the occupational standa ds fo Organized Retail Sector set by the Retaile 's 
Association of Skill Council of India (RASCI) fo National Vocational Education 
Qualification F amewo k (NVEQF) is an initiative of Minist y of Human Resou ce 
Development (MHRD), Gove nment of India to set common p inciples and guidelines 
fo a nationally ecognized qualification system cove ing Schools, Vocational 
Education and T aining Institutions, Technical Education Institutions, Colleges and 
Unive sities. It is envisaged that the NVEQF will p omote t anspa ency of 
qualifications, c oss-secto al lea ning, student-cent ed lea ning and facilitate 
lea ne 's mobility between diffe ent qualifications, thus encou aging lifelong lea ning. 

Occupational Standa ds desc ibe that individuals need to know, unde stand and do in 
o de to ca y out a pa ticula job ole functions. These a e the standa ds that 
individuals must achieve when ca ying out the va ious functions at the wo kplace. 
The Teache ’s Handbook on Retail Business cove s the following sections: 

Section 1: National Occupation Standards 

This section explains the National Occupation Standa ds (NOS) which specifies 
standa d fo the pa ticula competence statement. These competencies a e fu the 
subdivided into the elements of competence. Each elements of competence will be 
specifies to the knowledge and skills which will be fu the evaluated by the 
pe fo mance c ite ia. 

Compete ce Stateme t: Competence is to the attainment of demonst ation of skills, 
knowledge and attitudes to meet the specified standa ds of pe fo mance. It focuses 
on outcomes what will and individual know and what will be able to do. Competence 
Statement indicates the mo e numbe of competencies having in the fo m of 
statement. Fo example, unde the competence statement delivery of products to 
the customers it fix-up the ange of each and eve y competency which identifies the 
ange of context and conditions to which the pe fo mance c ite ia apply. It defines 

the bounda ies within which a competency and its pe fo mance c ite ia apply. It also 
desc ibes specific facto s which a e applicable between diffe ent wo k sites and 
envi onment. 

Eleme ts of Compete ce: Elements a e desc ibing the things which the employee is 
able to do on the job in te ms of actions, outputs and outcomes, which a e 
demonst able and accessible. They a e a sub-g ouping of actions and knowledge, 
which cont ibutes to a unit of competency. 
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K owledge a d Skills: These a e indicates the elevant theo y info mation and 
p actical exe cises to able to pe fo m pa ticula competency elated to a pa ticula 
module. It includes elevant contents of the module such as p inciples, methods & 
techniques, data & info mation and evidence equi ements. 

Performa ce Criteria: It set out the equi ed level of job pe fo mance in evolving 
te ms i.e. in a way that an assesso can use to decide whethe o not it is acceptable. 
They a e a guide to assessment, not the actual assessment document o tool. Unde 
the Pe fo mance C ite ia, ange statement identifies the ange of context and 
conditions to which the pe fo mance c ite ia apply. It places the unit of competency 
in the context in which pe fo mance should be demonst ated. It defines the 
bounda ies within which a unit of competency and its pe fo mance c ite ia apply. It 
also desc ibes specific facto s, which a e applicable between diffe ent wo k sites and 
envi onment. 

Section 2: Module Information 

This section int oduces the topics of the Module. It also explains what you will lea n 
th ough the va ious sessions cove ed in the Module. 

Section 3: Module Sessions 

Releva t K owledge: This section p ovides with the elevant info mation on the 
topic(s) cove ed. The knowledge developed th ough this section will enable to 
pe fo m ce tain activities. You should ead th ough the info mation to develop an 
unde standing on the va ious aspects of the topics. It also boost the teache s how to 
p epa e the powe point p esentations slides and what kind of tips a e actually 
p ovided to the students fo easily unde standing the lesson. 

Sessio Pla : This section elabo ates the planning of the session which includes the 
session topic, objectives, mate ials/equipments equi ed, p epa ations, 
teaching/t aining methodology. Unde the teaching/ t aining methodology the 
teache s a e able to plan how much du ation equi ed fo inte active lectu e, what 
kind of p actical sessions a e engaged, and what type of discussions we e made. 

Checklist for Assessme t Activity: It p epa es pe fo mance evaluation of the 
students, evaluate the class oom discussions and assessment of pe fo mance 
standa ds. 

Section 4: Suggested Support Material/References 

The suggested suppo t mate ial includes Refe ence Books, Text Books, Study Mate ial 
etc. 
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General Instructions for Teachers 

• 	 Read the Teache ’s Handbook ca efully befo e teaching o conducting 

the t aining. 

• 	 Follow the session plan st ictly. 

• 	 Familia ize you self tho oughly with the elevant knowledge and 

skills to be t ansacted. 

• 	 Ensu e all mate ials/aids/equipment equi ed fo teaching and 

t aining is available. 

• 	 Int oduce the skill by explaining the pu pose. 

• 	 Demonst ate the skill to the pa ticipants, explaining each step in 

detail. 

• 	 Invite the students to ask questions. 

• 	 Ask the students to p actice the skill themselves and make 

obse vation while they pe fo m the task. 

• 	 P ovide the students with const uctive feedback. 

• 	 Discuss in class, the p oblems faced by the students in pe fo ming the 

task. 

• 	 Summa ize the key lea ning. 

• 	 Ensu e key lea ning is captu ed and pe fo mance standa ds a e met 

at the end of each session. 

• 	 Regula ly check student’s wo kbook to ensu e all exe cises a e being 

completed on time. 

• 	 Ensu e that all pa ticipants complete the equi ed assessments given 

in the student wo kbook. 

• 	 Always encou age pa ticipants. Neve discou age them f om getting 

actively engaged in discussions, question-answe sessions and task-

o iented activities. 
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National Occupation Standards (NOS) 

National occupation standa ds specifies standa d fo the pa ticula competence 

statement. These competencies a e fu the subdivided into the elements of 

competence. Each elements of competence will be specifies to the knowledge and 

skills which will be fu the evaluated by the pe fo mance c ite ia. 

Competency Statement 

Competence is to the attainment of demonst ation of skills, knowledge and attitudes 

to meet the specified standa ds of pe fo mance. It focuses on outcomes what will and 

individual know and what will be able to do. Competence Statement indicates the 

mo e numbe of competencies having in the fo m of statement. Fo example, unde 

the competence statement delivery of products to the customers, fix up the ange 

of each and eve y competency which identifies the ange of context and conditions to 

which the pe fo mance c ite ia apply. It defines the bounda ies within which a 

competency and its pe fo mance c ite ia apply. It also desc ibes specific facto s 

which a e applicable between diffe ent wo k sites and envi onment. The competence 

statements with suitable ange will be as follows: 

Sl. 
No. 

Competence Statement Range 

1 Delive y of p oducts to 
custome s 

This competence should be delive etail p oducts sold 
to custome s based on thei equest and should also 
know how to plan delive y schedules which make the 
best use of time and othe esou ces. 

2 Receive goods and 
mate ials into sto age in a 
etail envi onment 

This competence is about two aspects of eceiving 
delive ies. The fi st conce ns p epa ing the eceiving 
and sto age a eas and making su e the elevant pape 
wo k is in o de . The second is about checking 
delive ies, making su e that they a e satisfacto y and 
a e offloaded into the ight a eas, and updating the 
stock cont ol eco ds. 

3 Put goods and mate ials 
into sto age in a etail 
envi onment 

This competence is about two a eas of esponsibility 
conce ning the sto age of goods. Fi stly, it involves 
checking that suitable sto age space and handling 
equipment a e available. Secondly, it is about putting 
goods into sto age in ways that make the best use of the 
available space and allow people to each the goods as 
needed. 

4 Maintenance and cleaning 
of sto e a ea 

It p ovides details pe taining to ca ying out outine 
maintenance and cleaning in etail hype ma ket sto es. 
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5 Communicate effectively 
with stake holde s 

This competence p ovides effective communication and 
wo king with stakeholde s. Student/t ainee equi ed 
being familia  with the va ious mediums of business 
communication elevant to his ole, communicating 
effectively with stakeholde s & custome s using 
app op iate listening / communication skills and 
developing and sustaining effective wo king 
elationships with stakeholde s. 

6 Reducing the isks to 
health and safety at wo k 

This competence p ovides ecognize and espond to 
health and safety isks in student/t ainee wo kplace and 
methods fo  you to cont ibute to maintaining a safe 
wo kplace. 

Elements of Competency 

Elements desc ibe things, which the employee is able to do on the job in te ms of 

actions, outputs and outcomes, which a e demonst able and accessible. They a e a 

sub-g ouping of actions and knowledge, which cont ibutes to a unit of competency. 

The elements of competencies each competence statement a e desc ibed as unde : 

Sl. 
No. 

Competence Statement Elements of Competence 

1 Delive y of p oducts to 
custome s 

E1: Delive y of P oducts to Custome s 

2 Receive goods and mate ials 
into sto age in a etail 
envi onment 

E1: P epa e to eceive delive ies in a etail 
envi onment 
E2: Receive delive ies into sto age in a etail 
envi onment 

3 Put goods and mate ials into 
sto age in a etail 
envi onment 

E1: Check sto age a angements fo  goods and 
mate ials in a etail envi onment 
E2: Put goods and mate ials into sto age in a etail 
envi onment 

4 Maintenance and cleaning of 
sto e a ea 

E1:Clean sto e a eas acco ding to p oduct safety 
management p ocedu es 
E2: Ensu ing complete cleaning of sto e a eas 

5 Communicate effectively 
with stake holde s 

E1: Handle business communication mediums 
effectively 
E2: Communicate effectively with stakeholde s & 
custome s 
E3: Develop and sustain effective wo king 
elationships with stakeholde s 

6 Reducing the isks to health 
and safety at wo k 

E1: Recognize and espond to isks in you wo kplace 
E2: Cont ibute to maintaining a safe wo kplace 
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Competency Analysis 

Competence analysis efe s the knowledge, skills and pe sonality t aits of each and 

eve y competence statement. Knowledge and skills indicates the elevant theo y 

info mation and p actical exe cises to able to pe fo m pa ticula task elated to a 

pa ticula module. It includes elevant contents of the module such as p inciples, 

methods & techniques, data & info mation and evidence equi ements. The following 

a e the elated knowledge and skills equi ed fo each and eve y competence 

statement: 

Sl. 
No. 

Competence 
Statement 

Knowledge Skills 

1 Delive y of 
p oducts to 
custome s 

• How to check that you have 
all the p oducts you a e due 
to delive 

• The equipment, pape wo k 
and details you need to make 
delive ies and whe e to get 
these 

• The impo tance of planning an 
efficient delive y schedule 
and how to do this 

• How to check that you have 
enough fuel fo you delive y 
schedule, and company 
p ocedu es fo  getting mo e 
fuel if needed 

• How to t anspo t p oducts and 
equipment safely and secu ely 

• Why it is impo tant to delive 
p oducts at the times ag eed 
with custome s 

• The company p ocedu es to 
follow if you expect to a ive 
at the custome ’s p emises 
ea ly o late 

• Relevant legal est ictions on 
who can eceive delive y 

• The company p ocedu es to 
follow when no one is 
available who can eceive the 
delive y and when the 
custome ejects the delive y 

• How to unload goods safely 
and in ways which p otect 
goods f om damage 

• Why it is impo tant to t eat 

• Check that you have all the 
p oducts you a e due to delive 

• Check you have the equipment 
and pape wo k needed fo  the 
delive y 

• Check that you have all the 
delive y details you need and 
that you know how to get to the 
delive y add ess 

• Plan a schedule of delive ies, 
which makes the best use of 
time and othe esou ces 

• Check that you have enough 
fuel fo you delive y schedule 
and follow company p ocedu es 
fo getting mo e fuel if needed 

• T anspo t p oducts and 
equipment safely and secu ely 

• Delive p oducts at the times 
ag eed with the custome 

• Take action in line with 
company p ocedu es if you 
expect to a ive at the 
custome ’s p emises ea ly o 
late 

• Follow company p ocedu es fo  
ensu ing that delive ies a e left 
only with individuals who may 
legally eceive them 

• Take action in line with 
company p ocedu es if no one is 
available who can eceive the 
delive y o if the custome 
ejects the delive y 

• Unload o de s safely and in 
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custome s cou teously, and 
how to do this 

• The eco ds to keep of 
delive ies and non-delive ies 
and company p ocedu es fo  
completing these 

ways which p otect the o de s 
f om damage 

• T eat the custome cou teously 
th oughout the delive y p ocess 

• Update eco ds of delive y and 
non-delive y p omptly and in 
line with company p ocedu es. 

2 Receive 
goods and 
mate ials 
into sto age 
in a etail 
envi onment 

• Why you need to p epa e 
tho oughly to eceive 
delive ies 

• The info mation you need 
about the quantity and natu e 
of delive ies, and how to 
access and inte p et this 
info mation 

• How to identify the quantity 
and type of sto age space 
needed, and how to check if 
this is available 

• Who to tell about any 
sho tage of sto age space, and 
why you should do so 
p omptly 

• Company p ocedu es fo  
eceiving delive ies 

• Why accu ate, complete and 
up-to-date pape wo k is 
needed, and the possible 
consequences of not having 
this 

• The pape wo k you must 
check and how to identify 
p oblems with it 

• Legal and company 
equi ements fo  maintaining 

secu ity and safety du ing 
delive ies, and how these 
elate to the p epa ations you 

a e equi ed to make 
• The handling equipment you 

need, whe e to find it and 
how to use it 

• How to ecognise faulty 
equipment 

• Who to tell about any faulty 
equipment that you a e not 
esponsible fo fixing 

• Why you must handle goods 
safely and hygienically, and 

• Identify accu ately the quantity 
and natu e of the items that 
a e expected and the sto age 
space needed 

• Check accu ately the sto age 
space that is available and 
p omptly epo t any sho tage to 
the ight pe son 

• Check that the eceiving a ea is 
clean, tidy and f ee f om 
obst uctions and dange s 

• Check that the handling 
equipment you need is available 
and is in good wo king o de 

• Check that the elevant 
pape wo k is complete, 
accu ate and up to date 

• Check that the type, quantity 
and quality of items delive ed 
a e acceptable 

• Follow company p ocedu es and 
policies fo  efusing faulty 
delive ies 

• Reco d any efusals accu ately 
and tell the ight pe son about 
them p omptly 

• Check delive ies using methods 
that a e safe and hygienic and 
that p otect the items f om 
damage 

• Allow delive ies to be off-
loaded only into the ight a eas 

• Update stock cont ol systems 
p omptly, fully and accu ately 

• Follow legal and company 
equi ements fo maintaining 

secu ity and safety while 
eceiving delive ies 
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how to do so 
• Why you must handle goods 

without damaging them, and 
how to do so 

• Whe e delive ies should be 
off-loaded 

• Legal and company 
equi ements fo  maintaining 

secu ity and safety while 
eceiving delive ies 

3 Put goods 
and mate ials 
into sto age 
in a etail 
envi onment 

• Possible causes of the goods 
and mate ials you wo k with 
dete io ating in sto age 

• The types of sto age facilities 
and conditions that stop the 
goods and mate ials you wo k 
with dete io ating 

• The sto age facilities available 
in you wo kplace and thei 
elevant featu es 

• How to check that suitable 
sto age places a e available 
and fit fo use 

• Who to tell if the e a en’t 
enough suitable sto age places 

• The handling equipment used 
fo sto ing goods and mate ials 
and how to check that it is 
available fo use 

• Legal and company 
equi ements fo  sto ing 

delive ies safely and secu ely 
• Why stock needs to be otated 
• How to position goods so that 

batches of stock can be 
eached easily and in the ight 

o de 
• The inst uctions you need fo 

sto ing delive ies in the ight 
places and in the ight o de 

• Whe e to get inst uctions fo  
sto ing delive ies 

• How to wo k safely, secu ely 
and efficiently when putting 
delive ies into sto age 

• Identify the sto age 
equi ements and conditions fo  

the goods and mate ials you a e 
esponsible fo sto ing 

• Check accu ately that suitable 
sto age places a e available and 
in a fit state to use 

• Tell the ight pe son p omptly 
when the e a en’t enough 
suitable sto age locations 

• Check accu ately that suitable 
handling equipment is available 
fo use 

• Put goods and mate ials in the 
ight sto age facilities within 

the time allowed 
• Follow legal and company 

equi ements fo  sto ing 
delive ies safely and secu ely 

• Position items in sto age so that 
they can be easily eached 
when needed 

• Use the available sto age space 
efficiently 

• Identify any faulty equipment 
and fix it when this is you 
esponsibility 

• Repo t p omptly and to the 
ight pe son any faulty 

equipment that it is not you 
esponsibility to fix 

• Fill in the elevant pape wo k 
fully, accu ately and p omptly 

4 Maintenance 
and cleaning 
of sto e a ea 

• The c iticality of you team/ 
you confo ming to cleaning 
specifications, pe sonal 
hygiene levels, the most 

• Acquaint you self / the se vice 
team with cleaning 
specifications in the business’ 
p oduct safety management 
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app op iate cleaning agents, 
and p ecautions to be taken 
while cleaning sto e a eas, 
shelves / acks / displays / 
me chandise a eas / spaces 

• Implications of you team/ you 
not notifying sickness, skin 
diso de s, open so es etc 

• App op iate p ocedu es to be 
followed fo  dismantling and 
e-assembling shelf / ack / 

display / me chandise a eas / 
spaces and knowledge of the 
co ect holding a ea fo pa ts 

• Ensu e the ecognizing and 
epo ting of damaged shelf / 
ack / display / me chandise 

a eas / spaces and labeling 
them as faulty 

• How to monito  cleaning of 
sto e a eas 

• How to deal with the va ious 
exceptions to specifications 

• How to identify p oblems with 
shelf / ack / display / 
me chandise a eas / spaces 
and the co ect p ocedu es fo 
epo ting them 

• The co ect place fo all sto e 
o shelf / ack / display / 
me chandise equipment to be 
moved du ing the cleaning 
activity 

• Ensu ing that the co ect 
p ocedu es fo  disposing of 
waste and slu y a e followed 

p ocedu es and ensu e 
confo mance to the pe sonal 
hygiene levels specified in the 
p ocedu es 

• Ensu e confo mance to 
p esc ibed cleaning 
specifications 

• Ensu e that the se vice team 
epo t sickness, health o skin 

diso de s, open so es, etc. to 
you 

• Ensu e they know how shelves / 
acks / displays / me chandise 

a eas / spaces and othe 
mate ials a e to be cleaned 
safely, in place and without 
causing damage 

• Ensu e the team follows 
inst uctions and safe wo king 
p actices while disassembling, 
handling and e-assembling 
shelf / ack / display / 
me chandise a eas / spaces and 
othe mate ials 

• Ensu e exceptions to cleaning 
specifications a e eco ded and 
epo ted 

• Assess cleaning ca ied out by 
the team / you is against 
specifications 

• Ensu e the use of safe 
p ocedu es while going about 
the cleaning p ocess 

• Ensu e sto e a eas, individual 
pa ts of shelf / ack / display / 
me chandise space, equipment, 
wo king a ea and su faces and 
vents a e all tho oughly and 
f equently cleaned 

• Ensu e waste and slu y a e 
disposed of fully and 
immediately and cleaning 
equipment, machine y and 
pe sonal p otective equipment 
a e cleaned and secu ed in thei 
espective sto age a ea 

• Ensu e that pungent o badly 
smelling items a e not stocked 
o placed close to sto e 
p oducts. 
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5 Communicate 
effectively 
with stake 
holde s 

• How to make su e info mation 
is co ect and cu ent 

• The diffe ent documents / 
epo t fo mats that you a e 
equi ed to keep 

• You o ganization’s p ocedu es 
and policies fo  p epa ing and 
passing on w itten info mation 

• How to make su e you 
communication equipment is 
wo king p ope ly and what to 
do if it isn't 

• The limits of you autho ity 
and esponsibility fo  passing 
on info mation 

• The egulations o policies 
that you should follow fo  
using communications systems, 
including fo p ivate use 

• What to do if the e a e 
p oblems in using 
communications equipment, 
and the location of 
alte natives that you could use 

• The te minology that you 
should use in communication 
mediums (phonetic alphabet, 
the 24 hou clock, call signs, 
etc) 

• Who to ask if you need to 
cla ify something, o ask 
questions about you wo k 

• How to talk and wo k with 
othe s to wo k efficiently, 
without adve sely affecting 
you own wo k; the diffe ence 
between hea ing and listening 

• How to use and ead body 
language effectively 

• How to use questions to check 
that you unde stand what 
custome s a e telling you 

• How to summa ize and speak 
clea ly 

• The elevant legislation, 
o ganizational policies and 
p ocedu es that apply to joint 
wo king 

• The oles and functions of you 

• Pass on w itten info mation 
only to those people autho ised 
to eceive it and within ag eed 
timescales 

• Keep the info mation in w itten 
documents as equi ed by you 
o ganization; 

• Maintain the communication 
mediums in line you 
inst uctions and o ganisation's 
p ocedu es 

• Make su e the communication 
equipment you use is wo king 
p ope ly takes co ective action 
as equi ed 

• Acknowledge incoming 
communication p omptly and 
clea ly, using app op iate 
te minology 

• Pass on info mation to pe sons 
who equi e it within ag eed 
timescales 

• Check to ensu e that the 
info mation you give is 
unde stood by the eceive s 

• Take p ompt and effective 
action when the e is difficulty 
in t ansmission o eception of 
info mation 

• Accu ately inte p et and act 
upon inst uctions that you 
eceive 

• Make su e you get cla ifications 
when you need to 

• Consult with and help you 
team membe s to maximise 
efficiency in ca ying out tasks 

• Give inst uctions to othe s 
clea ly, at a pace and in a 
manne that helps them to 
unde stand 

• Listen actively and identify the 
most impo tant things that 
custome s a e saying 

• Identify the most impo tant 
things that custome s a e 
telling you 

• Summa ize info mation fo  
custome s 
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stakeholde s and thei b oad 
st uctu es, methods of 
communication and decision 
making p ocesses 

• The p inciples and benefits of 
joint wo king between 
diffe ent stakeholde s 

• The facto s likely to hinde 
joint wo king 

• Use app op iate body language 
when communicating with 
custome s 

• Read you custome s’ body 
language to help you 
unde stand thei feelings and 
wishes 

• Deal with custome s in a 
espectful, helpful and 

p ofessional way at all times 
• Help to give good custome 

se vice by passing messages to 
colleagues 

• Unde stand the oles and 
esponsibilities of the diffe ent 

people you will be wo king with 
• Ag ee and eco d a angements 

fo  joint wo king that a e 
app op iate and effective 

• Ag ee to the info mation 
sha ing timing, easons and 
confidentiality 

• Discuss on how and when the 
joint wo k will be monito ed 
and eviewed 

• Unde take you ole in the joint 
wo king in a way that is 
consistent with ag eements 
made, you own job ole and 
elevant policies and standa ds 

• Rep esent you agency's views 
and policies in a clea and 
const uctive way 

• Identify any tensions and issues 
in the joint wo king and seek to 
add ess them with the people 
involved 

• Seek app op iate suppo t when 
you a e having difficulty 
wo king effectively with staff in 
othe agencies 

6 Reducing 
isks 

health 
safety 
wo k 

the 
to 

and 
at 

• Cu ent legislation, standa ds 
of p actice and guidelines 
elating to health and safety in 

you wo kplace, pa ticula ly 
you esponsibilities, and how 
to comply with these 
equi ements 

• Recognize actual and potential 
health and safety isks in you 
wo k a ea 

• Take immediate and effective 
action to limit the effects of 
isks, without putting you self 

o othe s in dange and also 
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• Typical isks and dange s to 
health and safety likely to 
happen in you no mal 
wo kplace 

• The limits of you 
esponsibility and ability in 

taking immediate action to 
educe the effects of isks 

• How to use app op iate 
equipment and ala m systems 
to limit dange 

• How and f om whe e to get 
help to deal with dange ous 
situations; 

• The details that you should 
eco d and epo t elating to 
isks, dange s and action taken 

• Cu ent legislation, standa ds 
of p actice and guidelines 
elating to health and safety in 

you wo kplace, pa ticula ly 
you esponsibilities, and how 
to comply with these 
equi ements 

• Why it is impo tant to 
maintain a safe wo kplace and 
what you can do to help 

• The kind of pe sonal safety 
equipment and clothing you 
should use, when and how to 
use it 

• How the way you wo k and 
you pe sonal conduct affect 
the health and safety of you 
wo kplace 

• Whe e and how to get help if 
you need it to maintain safety 
in you wo kplace; 

• The details that you should 
eco d and epo t elating to 

haza ds in you wo kplace 

give clea info mation o 
inst uctions to othe people 

• Be ce tain that action you take 
is within the limits of you 
autho ity, esponsibility and 
ability 

• Get immediate help f om 
app op iate pe sons if you 
cannot deal effectively with the 
dange 

• Repo t fully and accu ately to 
the app op iate pe son the 
details of isks and the action 
you took 

• Keep wo k a eas fo  which you 
a e esponsible f ee f om 
unnecessa y haza ds and isks 

• Keep eme gency and escape 
outes f ee f om obst uctions 

• Ca y out you wo k activities at 
all times in line with the 
elevant health and safety 

legislation, codes of p actice 
and guidelines 

• Use you pe sonal safety 
equipment and clothing in line 
with you inst uctions and 
guidelines 

• Repo t haza ds that could 
endange the safety of the 
wo kplace to the elevant 
pe son, giving full and accu ate 
details 

• Repo t difficulties (in full and 
accu ate detail) that you have 
in keeping to you 
o ganization’s health and safety 
policies, inst uctions o 
guidelines to the app op iate 
people 
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Performance Criteria 

Pe fo mance c ite ia set out the equi ed level of job pe fo mance in evolving te ms 
i.e. in a way, which an assesso can use to decide whethe o not it is acceptable. 
They a e a guide to assessment, not the actual assessment document o tool. Unde 
the Pe fo mance C ite ia, ange statement identifies the ange of context and 
conditions to which the pe fo mance c ite ia apply. It places the unit of competency 
in the context in which pe fo mance should be demonst ated. It defines the 
bounda ies within which a unit of competency and its pe fo mance c ite ia apply. It 
also desc ibes specific facto s, which a e applicable between diffe ent wo k sites and 
envi onment. The pe fo mance c ite ia of each and eve y elements of competence 
a e as unde : 

Competency Statement 1: Delivery of Products to Customers 

Eleme t 1: Delivery of Products to Customers 

Teach ng and Learn ng Method: Inte active Lectu e, Role Play 

Whethe the t ainee is able to: 

Performance Criteria Yes No 
PC 1 Check that you have all the p oducts you a e due to delive  
PC 2 Check you have the equipment and pape wo k needed fo the delive y 

PC 3 Check that you have all the delive y details you need and that you know 
how to get to the delive y add ess 

PC 4 Plan a schedule of delive ies, which makes the best use of time and 
othe esou ces 

PC 5 Check that you have enough fuel fo you delive y schedule and follow 
company p ocedu es fo getting mo e fuel if needed 

PC 6 T anspo t p oducts and equipment safely and secu ely 

PC 7 Delive p oducts at the times ag eed with the custome 

PC 8 Take action in line with company p ocedu es if you expect to a ive at 
the custome ’s p emises ea ly o late 

PC 9 Follow company p ocedu es fo ensu ing that delive ies a e left only 
with individuals who may legally eceive them 

PC 10 Take action in line with company p ocedu es if no one is available who 
can eceive the delive y o if the custome ejects the delive y 

PC 11 Unload o de s safely and in ways which p otect the o de s f om damage 

PC 12 T eat the custome cou teously th oughout the delive y p ocess 

PC 13 Update eco ds of delive y and non-delive y p omptly and in line with 
company p ocedu es 
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Competency Statement 2: 	 Receive Goods and Materials into Storage in a 
Retail Environment 

Eleme t 1: Prepare to Receive Deliveries i a Retail E viro me t 

Teach ng and Learn ng Method: Inte active Lectu e, Demonst ation 

Whethe the t ainee is able to: 
Performance Criteria Yes No 

PC 1 Identify accu ately the quantity and natu e of the items that a e 
expected and the sto age space needed 

PC 2 Check accu ately the sto age space that is available and p omptly 
epo t any sho tage to the ight pe son 

PC 3 Check that the eceiving a ea is clean, tidy and f ee f om obst uctions 
and dange s 

PC 4 Check that the handling equipment you need is available and is in good 
wo king o de 

PC 5 Check that the elevant pape wo k is complete, accu ate and up to 
date 

Eleme t 2: Receive Deliveries i to Storage i a Retail E viro me t 

Teach ng and Learn ng Method: Inte active Lectu e, Demonst ation, Visits 

Whethe the t ainee is able to: 
Performance Criteria Yes No 

PC 6 Check that the type, quantity and quality of items delive ed a e 
acceptable 

PC 7 Follow company p ocedu es and policies fo efusing faulty delive ies 

PC 8 Reco d any efusals accu ately and tell the ight pe son about them 
p omptly 

PC 9 Check delive ies using methods that a e safe and hygienic and that 
p otect the items f om damage 

PC 10 Allow delive ies to be off-loaded only into the ight a eas 

PC 11 Update stock cont ol systems p omptly, fully and accu ately 

PC 12 Follow legal and company equi ements fo maintaining secu ity and 
safety while eceiving delive ies 
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Competency Statement 3: 	 Put Goods and Materials into Storage in a Retail 
Environment 

Eleme t 1: 	 Check Storage Arra geme ts for Goods a d Materials i a Retail 
E viro me t 

Teach ng and Assessment Method: Role Play & Visit 

Whethe the t ainee is able to: 
Performance Criteria Yes No 

PC 1 Identify the sto age equi ements and conditions fo the goods and 
mate ials you a e esponsible fo sto ing 

PC 2 Check accu ately that suitable sto age places a e available and in a fit 
state to use 

PC 3 Tell the ight pe son p omptly when the e a en’t enough suitable 
sto age locations 

PC 4 Check accu ately that suitable handling equipment is available fo use 

Eleme t 2: Put Goods a d Materials i to Storage i  a Retail E viro me t 

Teach ng and Assessment Method: Role Play & Visit 

Whethe the t ainee is able to: 
Performance Criteria Yes No 

PC 5 Put goods and mate ials in the ight sto age facilities within the time 
allowed 

PC 6 Follow legal and company equi ements fo sto ing delive ies safely and 
secu ely 

PC 7 Position items in sto age so that they can be easily eached when 
needed 

PC 8 Use the available sto age space efficiently 

PC 9 Identify any faulty equipment and fix it when this is you esponsibility 

PC 10 Repo t p omptly and to the ight pe son any faulty equipment that it is 
not you esponsibility to fix 

PC 11 Fill in the elevant pape wo k fully, accu ately and p omptly 

Competency Statement 4: Maintenance and Cleaning of Store Area 

Eleme t 1: Clea Store Areas Accordi g to Product Safety Ma ageme t Procedures 

Teach ng and Learn ng Method: Inte active Lectu e, Visit to Sto es/Malls 

Whethe the t ainee is able to: 
Yes No 

PC 1. Acquaint you self / the se vice team with cleaning specifications in the 
business’ p oduct safety management p ocedu es and ensu e 
confo mance to the pe sonal hygiene levels specified in the p ocedu es 

PC 2. Ensu e confo mance to p esc ibed cleaning specifications 

22 



  

 

             
     

 
 

 

               
           
   

  

            
          

       

  

             

 
        

 
      

 
      

  
 

  

                

                

              
         

      

 
 

 

             
        
        

  

              
    

  

 
       

 
       

 
        

 
      

  
 

  

              
    

  

            
 

  

           
  

  

            
     

 
 

 

         
  

  

               

Performance Criteria

Performance Criteria

        
 

    
    

   
  

   
      

     

    

  

  

   

     
    

   
    

   
    

      
 

    

    

  

    
 

     
 

   
   

   
    

  
   

   

PC 3. Ensu e that the se vice team epo t sickness, health o skin diso de s, 
open so es, etc. to you 

PC 4. Ensu e they know how shelves / acks / displays / me chandise a eas / 
spaces and othe mate ials a e to be cleaned safely, in-place and 
without causing damage 

PC 5. Ensu e the team follows inst uctions and safe wo king p actices while 
disassembling, handling and e-assembling shelf / ack / display / 
me chandise a eas / spaces and othe mate ials 

PC 6. Ensu e exceptions to cleaning specifications a e eco ded and epo ted 

Eleme t 2: E suri g Complete Clea i g of Store Areas 

Teach ng and Learn ng Method: Inte active Lectu e 

Whethe the t ainee is able to: 

PC 9. Ensu e sto e a eas, individual pa ts of shelf / ack / display / 
me chandise space, equipment, wo king a ea and su faces and vents 
a e all tho oughly and f equently cleaned 

PC 10. Ensu e waste and slu y a e disposed of fully and immediately and 
cleaning equipment, machine y and pe sonal p otective equipment a e 
cleaned and secu ed in thei espective sto age a ea 

PC 11. Ensu e that pungent o badly smelling items a e not stocked o placed 
close to sto e p oducts. 

PC 7. Assess cleaning ca ied out by the team / you is against specifications 

PC 8. Ensu e the use of safe p ocedu es while going about the cleaning p ocess 

Yes No 

Competency Statement 5: Communicate Effectively with Stakeholders 

Eleme t 1: Ha dle Busi ess Commu icatio  Mediums Effectively 

Teach ng and Learn ng Method: Inte active Lectu e, Role Play 

Whethe the t ainee is able to: 

PC 1. Pass on w itten info mation only to those people autho ised to eceive it 
and within ag eed timescales 

PC 2. Keep the info mation in w itten documents as equi ed by you 
o ganization; 

PC 3. Maintain the communication mediums in line you inst uctions and 
o ganisation's p ocedu es 

Yes No 

PC 4. Make su e the communication equipment you use is wo king p ope ly 
takes co ective action as equi ed 

PC 5. Acknowledge incoming communication p omptly and clea ly, using 
app op iate te minology 

PC 6. Pass on info mation to pe sons who equi e it within ag eed timescales 
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PC 7. Check to ensu e that the info mation you give is unde stood by the 
eceive s 

PC 8. Take p ompt and effective action when the e is difficulty in t ansmission 
o eception of info mation 

Eleme t 2: Commu icate Effectively with Stakeholders & Customers 

Teach ng and Learn ng Method: Inte active Lectu e, Demonst ation 

Whethe the t ainee is able to: 
Performance Criteria Yes No 

PC 9. Accu ately inte p et and act upon inst uctions that you eceive 

PC 10. Make su e you get cla ifications when you need to 

PC 11. Consult with and help you team membe s to maximise efficiency in 
ca ying out tasks 

PC 12. Give inst uctions to othe s clea ly, at a pace and in a manne that helps 
them to unde stand 

PC 13. Listen actively and identify the most impo tant things that custome s a e 
saying 

PC 14. Identify the most impo tant things that custome s a e telling you 

PC 15. Summa ize info mation fo custome s 

PC 16. Use app op iate body language when communicating with custome s 

PC 17. Read you custome s’ body language to help you unde stand thei feelings 
and wishes 

PC 18. Deal with custome s in a espectful, helpful and p ofessional way at all 
times 

PC 19. Help to give good custome se vice by passing messages to colleagues 

Eleme t 3: Develop a d Sustai Effective Worki g Relatio ships with 
Stakeholders 

Teach ng and Learn ng Method: Inte active Lectu e, Demonst ation 

Whethe the t ainee is able to: 
Performance Criteria Yes No 

PC 20. Unde stand the oles and esponsibilities of the diffe ent people you will 
be wo king with 

PC 21. Ag ee and eco d a angements fo joint wo king that a e app op iate and 
effective 

PC 22. Ag ee to the info mation sha ing timing, easons and confidentiality 

PC 23. Discuss on how and when the joint wo k will be monito ed and eviewed 

PC 24. Unde take you ole in the joint wo king in a way that is consistent with 
ag eements made, you own job ole and elevant policies and 
standa ds 

PC 25. Rep esent you agency's views and policies in a clea and const uctive way 

PC 26. Identify any tensions and issues in the joint wo king and seek to add ess 
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them with the people involved 

PC 27. Seek app op iate suppo t when you 
effectively with staff in othe agencies 

a e having difficulty wo king 

Competency Statement 6: Reducing the Risks to Health and Safety at Work 

Eleme t 1: Recog ize a d Respo d to Risks i your Workplace 

Teach ng and Learn ng Method: Inte active Lectu e, Visit to Sto es/Malls 

Whethe the t ainee is able to: 

PC 2. Take immediate and effective action to limit the effects of isks, without 
putting you self o othe s in dange and also give clea info mation o 
inst uctions to othe people 

PC 1. Recognize actual and potential health and safety isks in you wo k a ea 

Yes No 

PC 3. Be ce tain that action you take is within the limits of you autho ity, 
esponsibility and ability 

PC 4. Get immediate help f om app op iate pe sons if you cannot deal 
effectively with the dange 

PC 5. Repo t fully and accu ately to the app op iate pe son the details of isks 
and the action you took 

Eleme t 2: Co tribute to Mai tai i g a Safe Workplace 

Teach ng and Learn ng Method: Inte active Lectu e 

Whethe the t ainee is able to: 

PC 6. Keep wo k a eas fo which you a e esponsible f ee f om unnecessa y 
haza ds and isks 

Yes No 

PC 7. Keep eme gency and escape outes f ee f om obst uctions 

PC 8. Ca y out you wo k activities at all times in line with the elevant health 
and safety legislation, codes of p actice and guidelines 

PC 9. Use you pe sonal safety equipment and clothing in line with you 
inst uctions and guidelines 

PC 10. Repo t haza ds that could endange  the safety of the wo kplace to the 
elevant pe son, giving full and accu ate details 

PC 11. Repo t difficulties (in full and accu ate detail)that you have in keeping 
to you o ganization’s health and safety policies, inst uctions o 
guidelines to the app op iate people 
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Introduction 

Retailing in India is one of the biggest secto s witnessing t emendous t ansfo mation. 

The Indian etail indust y is fifth la gest indust y and second la gest employe afte 

ag icultu e offe ing b ight and exciting ca ee oppo tunities. 

Indian ma keting system is t ansfo med f om 

ancient ma ket to mode n ma ket. Ancient 

ma keting whe e t ade was conducted by 

ba te system fo example, a fa me who 

g ew 500 kg of wheat would keep 100 kg 

needed othe things, viz., clothes, utensils, 

pulses, salt, etc. He would the efo e 

exchange the balance 400 kg wheat with 

othe people who made o p oduced othe 

things. T ade also took place in village 

ma kets o Haats whe e people exchanged goods with each othe . 

Whe eas in mode n ma keting money is used to buy daily needed things. Now a day’s 

things which a e of daily needs available at nea est shop. This is because it is no 

longe possible to app oach all the people who manufactu e the goods you need 

di ectly. Also with imp ovement in t anspo t system, goods that a e manufactu ed fa 

away, even ove seas, a e available in you neighbou hood. 

Meaning and Importance of Retailing 

It is fi st thing to unde stand meaning and o igin of The purpose of Retail business is to 
etailing. The te m ‘ etail’ is de ived f om F ench sell goods and services to the end 

wo d ‘ etaile ’ which means to ‘cut-off a piece’ o users for their personal or 
to b eak the bulk’. Now we see the te m etail, to household consumption at the right 
efe as a business activity to sell the goods in small time and at the right place. 

quantities as pe the equi ements of the custome s. 

Retailing is seen as the final step in the dist ibution The person who does this business 

of p oducts fo consumption of end use s. activity in a small quantity or one 

The efo e, it includes all the activities involved in who repeats or relates is a Retailer. 

the ma keting of goods and se vices di ectly to the 

consume s fo thei pe sonal o household consumption. Fo instances, we often see 

the k rana shopkeepe s unde taking va ious activities of etailing in ou localities. 
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Retailing business is now not the same as in the past. Retail business is unde going 

apid t ansfo mation in its ma keting p actices. Till a few yea s ago, we bought 

most items of daily use f om small shops in ou neighbou hood o a ma ket 

close by. These shops such as K rana sto es o gene al sto es a e owned by 

individuals, who usually sit in the shop themselves and sell thei goods with 

the help of a few assistants. In the last few yea s, howeve , the concept of 

la ge depa tmental sto es and malls has been int oduced, which also p ovide us 

with the same p oducts. 

To-day, the t aditional fo mats like hawke s, g oce s and paan shops co-exist with 

mode n fo mats like supe -ma kets, depa tmental sto es, hype ma kets, shopping 

malls and non-sto e etailing units such as multi level ma keting and teleshopping. 

Retaile ’s anges in size f om small, independent and owne - ope ated shops to 

national and inte national giant catego ies. The inc easing income levels, new 

p oducts, standa d of living, competition in the ma ket and inc easing consumption 

patte ns have cont ibuted fo the demand c eation of these va ied sto es. 

On the othe side, with the advancement of IT and communication, elect onic-

etailing became a eality to c eate a platfo m to the selle s to sell thei p oducts 

th ough television channels and inte net fo which payments can be made th ough 

online payments o e-banking. 

With changing needs and wants of consume the g owth in etail secto is inevitable 

and p omising fast paced and exciting ca ee options. This unit will focus on 

int oduction to etail business, its significance and the eme gence of va ious fo mats 

in etailing. The fou sessions will cove an unde standing of the concept of etail 

business and functions pe fo med by a etaile , the basis of classifying etailing into 

sto e and non-sto e etailing. In o de to diffe entiate the va ious types of etail 

fo mats the o ganized and uno ganized etailing. The last session looks into the majo 

Indian and Global etaile s. 
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Session 1: Basics of Retailing 

Relevant Knowledge 

Concept of Retail 

Retail efe s as a business activity to sell the goods in 

small quantities as pe the equi ements of the 

custome s. Retailing includes all the activities involved 

in selling goods o se vices to the final consume s fo 

pe sonal o non-business use. A etaile o etail sto e 

is any business ente p ise whose sales volume comes 

p ima ily f om etailing. 

In simple wo ds, any o ganization selling to final 

consume s whethe it is a manufactu e , wholesale o 

etaile is doing etailing. It does not matte how 

goods o se vices a e sold – in a sto e, on the st eet, o th ough inte net. Retailing 

thus may be unde stood as the final step in the dist ibution of me chandise, fo 

consumption by the end use s. In easy te ms, any individual o fi m that sells p oducts 

to the final consume s is pe fo ming the function of etailing. 

The Functions of Retailer 

The ole of a etaile is to p ovide the p oducts that he needs in the equi ed quantity 

at the equi ed place and at ight time. This c eates eal added value o utility to the 

custome s. This comes f om fou diffe ent pe spectives; they a e, 

• 	 fi st, is the form utility of a p oduct that 

is acceptable to the custome , 


• 	 second, is the time utility keeping the 

sto e open when the consume s p efe to 

shop, 


• 	 thi d, is the place utility being available 

at a convenient location, and 


• 	 fou th, is ownership utility when the 

p oduct is sold. 
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The Retailer’s Services to the Customers 

• To supply the goods in small quantities to consume s at easonable p ices. 

• To p actice pe sonal elations, cou tesy, attentiveness and honesty. 

• To anticipate the consume demand and make available such stock. 

• To guide the consume in buying and p oviding necessa y info mation. 

• To p ovide eplacement facility fo the damages. 

• To display and demonst ate the goods to att act the custome s. 

• To offe c edit facility to egula and eliable custome s. 

Essential requirements of Retailers 

• Establish the shop in a place whe e custome s a e att acted. 

• Stock the goods which a e needed by the custome s. 

• Compete in p ice and quality of goods to be sold. 

• Be financially sound and cautious of ove -stocking o unde -stocking. 

• Up-date with t ends in the ma ket and its position. 

• Ensu e window display and counte display to p omote sales. 

• Always be accessible to the custome s. 

At this point, it is essential to unde stand the 

te m wholesale as both wholesale s and etaile s 

a e inte media ies in dist ibution channels. 

Wholesale involves in selling to individuals o 

o ganizations fo thei business use o fo esale 

pu pose In othe  wo ds, wholesale s buy and 

esell me chandise to etaile s and othe  

me chants and not to the consume s. No mally, 

wholesale s sell la ge quantities. They take the 

title of the goods. They also p ovide c edit 

facility to the etaile s. A wholesale acts as an inte media y between the 

manufactu e and the etaile . 

Tips: Explain your students with the help of examples what the retail, retailing, 
important functions of retailers and their basic requirements to establish in the 
market. 
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Session Plan 1: Basics of Retailing 

1. Session Topic: Basics of Retailing 

2. Objectives: 	To develop student’s knowledge, skills and abilities fo identifying 

etaile functions, essential equi ements and to evaluate se vices ende ed by 

etaile s. 

3. Material/ Equipment: 	Cha ts, sketch pen, ule s, compute , slides, open sou ce 

softwa e fo slide p esentation, LCD p ojecto . 

4. Preparations 

• 	 Read the glossa y given at the end of this handbook. 

• 	 P epa e points fo inte active lectu es 

• 	 A ange all the mate ials well in advance. 

5. Teaching/ Training Methodology 

5.1 I teractive Lecture 

Duration: 1 Hou 

Process 

1. P epa e the points fo the lectu e. 

2. Int oduce the topic. 

3. Make an opening by explaining pu pose and impo tance of the lectu es and/ o 

p esentation. 

4. Int oduce 	 the topic in the class and p ovide elevant knowledge to the 

students. 

5. Make classes inte active by involving students in discussion on the topic. 

6. Ask questions to the student’s elated topic to eal examples. 

7. P ovide oppo tunity to students to ask question elated to the topic. 

8. T y to c eate envi onment of open g oup discussion on the topic. 

9. Cla ify doubts and questions of student. 

10.Summa ize the topic and emphasize on the key points. 
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5.2 Practical Sessio 

Ask you student to visit a nea est mall o etail shop/ depa tmental sto e fo 

identifying the functions pe fo med by etaile in the sto e and thei basic 

equi ements.

 Tips: Ask you  student to p epa e a small epo t on two mall/ depa tmental sto e. 

5.3 Discussio 

Process 

1. Discuss what is etail and etailing, and its functions. 

2. Discuss essential featu es of 	etailing and what a e the majo se vices ende ed 

by the etaile s to the custome s. 

3. Discuss diffe ence between whole selle and etaile . 

4. Sha e with you	� students cases of etail etailed to functions equi ement and 

concept. 

Checklist for Assessment Activity 

Use the following checklist to check whethe you students could meet all the 

equi ements fo assessment. 

Part A 

Student could diffe entiate between: 

• 	 Wholesale and etaile 

Part B 

Students could answe the following questions: 

(i) What is etailing? 

(ii) What a e the functions of a etaile ? 

(iii) What a e the essential equi ements of etaile ? 

(iv) What a e the se vices to be ende ed by the etaile ? 
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Part C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 

knowledge and skills in o de to pe fo m up to the equi ed standa ds. The 

pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to compile functions se vices and equi ements of etaile . 
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Session 2: Organized and Unorganized Retailing 

Relevant Knowledge 

The etail secto is p esently unde going a g eat t ansition in India. P eviously, 

custome s used to pu chase thei necessities f om ki ana shops o f om the mobile 

vendo s o the mandis. This late changed to bigge shops un by one man with a few 

employees. G adually, mo e sophistication seeped into this secto and depa tment 

sto es came into being. This has made the beginning fo the o ganized secto . 

The efo e, etail secto can be seen as uno ganized and o ganized etailing. Let us 

now unde stand each of these concepts. 

The Indian Retail Indust y, which was t aditionally 

dominated by small family un ki ana sto es is 

cha acte ized by poo inf ast uctu e, inefficient 

upst eam p ocesses, lack of mode n technology, 

inadequate funding and absence of skilled manpowe is 

known as uno ganized etailing. 

O ganized etailing efe s to unning a business in an o ganized and scientific manne . 

O ganized etailing has b ought in a ema kable advantage fo the consume s and has 

a huge potential fo g owth that leads to a highe GDP cont ibution to the count y and 

gene ate employment. 

In India unorganized retailing includes units whose activity is not egiste ed by any 

statute o legal p ovision, and/o those, 

which do not maintain egula accounts. 

This secto is cha acte ized by small and 

scatte ed units which sell p oducts o 

se vices out of a fixed o mobile location. 

Mostly these t aditional units include 

mandis, haats, melas, and the local 

baniya/ ki anas, paanwala, and othe s like 

cobble , vegetable, f uit vendo etc., 

would be te med as the uno ganized etaile s. 
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On the othe hand, organized retail is nothing but a etail place whe e all the items 

a e seg egated and b ought unde one oof, unlike the uno ganized etail whe e 

diffe ent goods a e sold in diffe ent shops. O ganized etailing p ovides la ge numbe 

of b ands available and diffe ent types of p oducts at one place. O ganized etail 

deals with multiple fo mats, which is typically a multi-owne chain of sto es o 

dist ibution cente s un by p ofessional management. Today, o ganized etailing has 

become an expe ience cha acte ized by comfo t, style and speed. It is something that 

offe s a custome mo e cont ol, convenience and choice along with an expe ience. 

Afte unde standing the concepts of uno ganized and o ganized etailing let us now 

diffe entiate between these two. 

Differences between Organized and Unorganized Retail 

Diffe ences between o ganized and uno ganized etail can be specified on the basis of 

thei owne ship, logistic and supply chain facilities and st uctu e of management .The 

details a e as follows: 

1. In o ganized secto , the etail units a e offe large variety of items th ough its 

etail outlets. But in uno ganized secto , very few items a e offe ed fo sale in 

the outlets. 

2. In o ganized secto , the size of the etail outlet is very large and sto es layout 

and design a e ve y att active and comfo table to the custome s. But in 

uno ganized secto , the size is very small and usually p ope layout and design of 

the sto es is not found. 

3. The size of the employees is very large in o ganized secto . But in uno ganized 

secto , the employees a e very less in comparison with o ganized secto . 

4. In o ganized 	 etailing, the capital equi ement is very high and does not enjoy 

pe petual succession. In uno ganized etailing, the capital equi ement is very 

low and the business enjoys pe petual succession. 

5. O ganized secto	� cove those ente p ises o places of wo k whe e the terms of 

employment a e egula and people have assu ed wo k. Whe eas, the uno ganized 

secto is cha acte ized by small and scattered units which a e la gely outside the 

cont ol of gove nment. 

6. In 	 o ganized secto , the business unit is un on corporate style. But, in 

uno ganized secto , the business units a e run as sole-trading o pa tne ship units. 
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7. In o ganized secto , the netwo k of the 	 etaile is vast and ope ates numbe of 

branches at diffe ent places. But in uno ganized secto , the business is confined 

to a pa ticula locality and ca ies the business in a single unit. 

Tips: Explain your students with example of organized and unorganized retail sector 
and explain the difference between organized and unorganized sectors. 

Session Plan 2: Organized and Unorganized Retailing 

1. Session Topic: O ganized and Uno ganized Retailing 

2. Objectives: To identify o ganized and uno ganized etailing. 

3. Material/ Equipment Requirement: 	Cha ts, sketch few ule s, compute , slides, 

open sou ce softwa e fo slide p esentation, LCD p ojecto . 

4. Preparations 

• 	 Read the glossa y given at the end of this handbook. 

• 	 P epa e points fo inte active lectu es. 

• 	 A ange all the mate ials well in advance. 

5. Teaching/ Training Methodology 

5.1 I teractive Lecture 

Duration: 1 Hou 

Process 

1. P epa e the points fo the lectu e. 

2. Int oduction the topic. 

3. Make an opening by explaining pu pose and impo tance of the lectu es and/ o 

p esentation. 

4. Int oduce 	 the topic in the class and p ovide elevant knowledge to the 

students. 

5. Make classes inte active by involving students in discussion on topic. 

6. Ask questions to the student’s elated topic to eal examples. 

7. P ovide oppo tunity to students to ask question elated to the topic. 
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8. T y to c eate envi onment of open g oup discussion on the topic. 

9. Cla ity doubts and questions of students. 

10.Summa ize the topic and emphasize on the key points. 

11.You may ask question such as: 


(i) What is the meaning of o ganized and uno ganized? 

5.2 Practical Sessio 

Ask you student to visit a ki ana sto e and one gene al me chandise depa tment sto e 

and ask them to p epa e a compa ative epo t on both the sto e. 

Tips: Ask your student to prepare a small report on two mall/ departmental store. 

5.3 Discussio 

Process 

1. Discuss what is etail and etailing and its functions. 

2. Discuss essential featu es of	� etailing and what a e the majo se vices ende ed 

by the etaile s to the custome s. 

3. Discuss diffe ence between whole selle and etaile . 

4. Sha e with you	� students cases of etail etailed to functions equi ement and 

concept. 

Checklist for Assessment Activity 

Use the following checklist to check whethe you students meet not all the 

equi ements fo assessment. 

Part A 

Student could diffe entiate between: 

• 	 O ganized and Uno ganized etail secto . 
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Part B 

Students could answe the following questions: 

(i) What is o ganized and uno ganized etail secto ? 

(ii) What is the impo tance of o ganized and uno ganized etail? 

(iii) What a e the featu es of o ganized and uno ganized etail? 

Part C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 

knowledge and skills in o de to pe fo m up to the equi ed standa ds. The 

pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to diffe entiate between o ganized and uno ganized etail 

units. 

Able to list out benefits and featu es of o ganized and uno ganized 

sto e. 
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Session 3: Store and Non-store Retailing 

Relevant Knowledge 

In India, va ious fo mats of etail sto es exists with a view to delive y its p oducts and 

se vices to the end consume s. A fo mat is the manne in which a business chooses to 

se ve its custome s and stakeholde s. 

Retailing can be b oadly classified as store and non-store 

etailing. 

A. 	 Store Retailing: Sto e based etailing can be classified 

on the basis of owne ship and me chandised offe ed. 

a) 	 On the basis of ownership 

i) 	 Independent Retailer: He is one who owns and ope ates with a few locals 

o family membe s as assistants. He has di ect appo t with the custome s. 

Examples a e local baniya/ ki ana sto e, and the paanwala. He dete mines 

the etail st ategy depending on the location and the p oduct mix. 

ii) 	 Chain Retailer or Corporate Retail Chain: When two o mo e outlets a e 

unde a common owne ship, it is called a etail chain. These sto es a e 

cha acte ized by simila ity in the p oducts offe ed the ambience, 

adve tising and p omotions. Examples a e Bata, A ow, Louis Philippe Food 

Wo ld etc. 

iii) 	 Franchising: A f anchise is a cont actual ag eement between the f anchise 

and the f anchisee, which allows the f anchisee to conduct business unde 

an established name as pe as a pa ticula business fo mat, in etu n fo a 

fee o compensation. Examples a e Mc Donald, Pizza Hut, Van Heusen, etc. 

iv) 	 Consumer co-operatives: A consume co-ope ative is a etail institution 

owned by its membe custome s. This type a ises la gely because of 

dissatisfied consume s whose needs a e not fulfilled by the existing 

etaile s. Membe s un these co-ope atives and the e is no limitation on 

thei g owth oppo tunities. Examples a e Apna Baza s in Mumbai, Kend iya 

Bhanda s, Sahaka i Bhanda s, Supe bazaa s, etc. 

Tips: Explain your 
student different 
types of store and 
non-store retailing 
with examples of 
stores such as Bata 
branch comes 
under chain store. 
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b) On the basis of merchandise offered 

i) Convenience Stores: these a e elatively 

small sto es located nea esidential a eas; 

they a e open fo long hou s and offe a 

limited line of convenience p oducts like 

eggs, b ead, milk, vegetables etc. 

ii) Supermarkets: Supe ma kets a e la ge 

etailing sto es selling a wide va iety of 

consume p oducts, mostly food, household 

use and g oce y items with a low ma ginal 

gain. It ope ates on self-se vice style but has 

high tu nove . It offe s minimum se vices and ope ates on cash and ca 

basis. 

y 

iii) Hypermarkets: Hype ma kets combine the featu es of a supe ma ket and a 

gene al me chandise sto e. It is a ve y la ge sto e at typically destination 

locations. They a e designed to att act custome s f om a significantly la ge 

a ea with thei low p ice offe s, unique ange and offe s. It follows self-

se vice style. 

iv) Specialty Stores: A sto e specializing in a pa ticula type of me chandise o 

single p oduct of du able goods (fu nitu e, household goods, consume 

elect onics, spo ts, domestic appliances, jewelle y etc) is te med as 

specialty sto e. They have a ve y clea ly defined ta get ma ket and thei 

success lies in se ving thei needs. Examples a e Gautie fu nitu e, Sony 

elect onics, Tata Gold, etc. 

v) Departmental Stores: Depa tmental sto es a e located in 

cent al places o busy locality offe ing a wide va iety of 

goods unde one oof. It equi es mo e capital to 

maintain diffe ent depa tments and huge stock of goods. 

P ofit o loss is calculated on the enti e stock. It is a 

combination of decent alized buying and cent alized 

selling. They also establish estau ants inside these 

sto es. They p ovide home delive y se vices. 

vi) Catalogue Showrooms: Catalogue etaile s usually specialize in ha d goods 

(house wa e, jewel y, consume elect onics, etc). A custome visits the 

show oom and makes his choice of the p oducts using the catalogue 

mentioning the code numbe of the item. The etaile a anges it f om the 

wa ehouse fo inspection and pu chase. 
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B. 	 Non-Store Retailing: Non-sto e etailing adopts a di ect elationship with the 

consume . 

Non-sto e type etailing can be classified as direct personal contact and direct 

response marketing. 

i) 	 Direct Personal Contact: Di ect selling involves making a pe sonal contact 

with the end consume , at his home o place of wo k. Cosmetics, jewel y, 

home appliances, educational mate ials, nut itional p oducts, etc. This type 

of etailing follows the pa ty plan o the multi level netwo k. They display 

and demonst ate on inviting to a pa ty o custome s act like maste 

dist ibuto s appointing thei custome s on commission basis. Fo example, 

Eu eka Fo bes, Amway, Tuppe wa e a e some well-known companies 

involved in di ect selling. 

ii) 	 Direct Response Marketing: Unde this type, the custome becomes awa e 

of the p oducts/se vices offe ed th ough a non- pe sonal medium like mail, 

catalogues, phones, television o the inte net. It includes va ious fo ms of 

communication with the consume s like: 

a) 	 Mail O de Retailing: this fo m of etailing eliminates pe sonal selling 

and sto e ope ations. App op iate fo specific p oducts, the key is 

using custome database to develop ta get catalogs that appeal to 

na ow ta get ma kets. 

b) 	 Television Shopping: In this fo m of etailing, the p oduct is adve tised 

on television and details about the p oduct featu es, p ice, and 

gua antee/ wa anty a e explained. Phone numbe s a e p ovided fo 

diffe ent cities whe e the p oducts can be o de ed and to get them 

home delive ed. Fo example, the Tele-b ands p og amme, which 

usually p esents the fitness and health elated p oducts. 

c) 	 E-Shopping: This fo mat allows the custome to evaluate and pu chase 

f om the comfo t of his home th ough the web sites using inte net. The 

p oducts a e delive ed afte online payment/ to thei homes with a 

st ong supply chain and delive y mechanism. 

d) 	 Telema keting: Telema keting is the p ocess of communicating with 

custome s th ough the telephone, to p omote p oducts o se vices. The 

executive contacts custome s at a time that is convenient to them. 

Most companies give thei toll-f ee numbe s fo custome s to espond. 

Fo example, South Element System, a Hyde abad–based company 

offe s telema keting se vices. 
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Tips: You can till your students how non store marketing is effective and how it is 
important to market through direct contact. 

Session Plan 3: Store and Non store Retailing 

1. Session Topic: Sto e and Non Sto e Retailing 

2. Objectives: 	To identify the basis of classifying the etailing and the va ious 

fo mats of sto e based and non sto e based etailing. 

3. Material/ Equipment Requirement: Cha ts, sketch pen, ule s, compute , slides, 

open sou ce softwa e fo slide p esentation, LCD p ojecto . 

4. Preparations 

• 	 Read the glossa y given at the end of this handbook. 

• 	 P epa e points fo inte active lectu es. 

• 	 A ange all the mate ials well in advance. 

• 	 Collect pictu es etailed to sto e and non-sto e based etailing. 

5. Teaching/ Training Methodology 

5.1 I teractive Lecture 

Duration: 1 Hou 

Process 

1. P epa e the points fo the lectu e. 

2. Int oduction the topic. 

3. Make an opening by explaining pu pose and impo tance of the lectu es and/ o 

p esentation. 

4. Int oduce 	 the topic in the class and p ovide elevant knowledge to the 

students. 

5. Make classes inte active by involving students in discussion on topic. 

6. Ask questions to the student’s elated topic to eal examples. 

7. P ovide oppo tunity to students to ask question elated to the topic. 

8. T y to c eate envi onment of open g oup discussion on the topic. 

9. Cla ity doubts and questions of students. 
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10.Summa ize the topic and emphasize on the key points. 

11.You may ask show pictu e of sto e base etail outlet and non sto e based 

etaile s and ask students to indi ectly types. 

(a) What is the meaning of o ganized and uno ganized? 

5.2 Practical Sessio 

Ask you student to visit a ki ana sto e and one gene al me chandise depa tment sto e 

and ask them to p epa e a compa ative epo t on both the sto e. 

5.3 Discussio 

Process 

1. Discuss what is etail and etailing and its functions. 

2. Discuss essential featu es of	� etailing and what a e the majo se vices ende ed 

by the etaile s to the custome s. 

3. Discuss diffe ence between whole selle and etaile . 

4. Sha e with you	� students cases of etail etailed to functions equi ement and 

concept. 

Checklist for Assessment Activity 

Use the following checklist to check whethe you students meet not all the 

equi ements fo assessment. 

Part A 

Student could diffe entiate between 

• 	 Sto e and Non-sto e etail. 

Part B 

Students could answe the following questions: 

(i) What is f anchise etailing? 

(ii) What a e va ious fo ms of non-sto e etailing? 

(iii) What do you unde stand by independent etaile ? 

Part C 
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Students demonst ate the gene ic, technical, p ofessional and o ganizational 

knowledge and skills in o de to pe fo m up to the equi ed standa ds. The 

pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify sto e and non-sto e based etailing. 
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Session 4: Indian and Global Retailers 

Relevant Knowledge 

The Indian population is witnessing a significant change in its demog aphics. 

O ganized etail is on all-time high in India. The imp oved income and the inc eased 

pu chasing powe of a la ge section of the Indian population makes the opening of 

outlets, that has become an integ al pa t of eve yday life and opened doo s fo mo e 

numbe of playe s which p ovide the whole bunch of these imp oved se vices a viable 

oppo tunity. 

Resulting in many new fo mats like 

hype ma kets, supe ma kets, discount 

sto es, depa tmental sto e, convenience 

sto e etc. Some Co po ate Houses like Tatas 

(Tata T ent), RPG G oup (Food Wo ld, Music 

Wo ld & Health & Glow), ITC (Life Style), 

Rahejas (Shoppe s’ Stop), Hi anandani 

(Haike) have opened in va ious u ban and 

semi-u ban a eas. Manufactu e s/ Expo te s: 

Pantaloons, Bata, Weekende etc. Multi 

No. Indian Retailers Global Retailers 

1 Futu e G oup Wal Ma t 

2 Tata G oup Ca efou 

3 RPG G oup Tesco 

4 Reliance Met o 

5 Aditya Bi la K oge 

6 K Raheja Schwa z 

7 Easy day Costco 

Slide1: Indian and Global Retailers 
B and Outlets: Vijay Sales, Apana Baza , 

Viveks, etc. also opened. 

Major Indian Retailers in 2010 – Some Leading Retail Groups / Chains 

Some of the leading g oups ope ating in the count y a e desc ibed in the following 

sections: 

1. Future 	Group (Pantaloon): Pantaloon is one of the la gest etaile s in India. 

Pantaloon launched the count y’s fi st hype ma ket with the name Big Bazaa . 

This company has int oduced the following etail segments: 

• 	 Food and Grocery: Big Bazaa and Food Bazaa 

• 	 Home Solut ons: Hometown, Fu nitu e Bazaa and Collection-I 

• 	 Consumer Electron cs: E-zone 

• 	 Shoes: Shoe Facto y 

• 	 Books, G fts and Mus c: Depot 
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• Health and Beauty Care: Sta and Sita a 

• E-ta l ng: Futu ebazaa .com 

• Enterta nment: Bowling Co. 

2. 	 TATA Group: Tata g oup is one of the fo emost etaile s of India. T ent is its 

subsidia y and ope ates Westside and Sta India Bazaa . This etail house was 

established in 1998. Tata g oup acqui ed, Landma k; the la gest Indian etail 

ente p ise in the field of books and music in 2005. 

3. 	 RPG Group: RPG g oup is amongst the oldest etail g oups in India. This g oup 

ente ed into food and g oce y etailing in 1996 with its etail Food Wo ld Sto es, 

now enamed as Spence ’s. The RPG g oup also opened pha macy and beauty ca e 

outlets Health & Glow. 

4. 	 Reliance: Reliance is one of the biggest etaile s in India with F esh Sto es and 

Reliance Elect onics. 

5. 	 Aditya Birla Group: Aditya Bi la G oup is the biggest appa el etaile in India with 

the b ands like Louis Phillip, Allen Solly, Van Heusen and Pete England. This 

g oup is coming up with etail outlets in othe segments of etail also. 

6. 	 K Raheja Group: The g oup began its etail ope ations with Shoppe s Stop, India’s 

fi st depa tmental sto e in 2001. Othe chains owned by the g oup include 

C osswo d booksto es, Homes Stop Home Solutions) and Mothe ca e (childca e). 

7. 	 Easy Day: It is a 50:50 joint ventu e between Bha ti g oup of India and Walma t 

of USA. 

8. 	 Global Retail: Globally etailing is a huge and highly egulated secto . The e is 

one etaile amongst the top ten companies in eve y count y. In U.S., it is 

Walma t with a tu nove in excess of $139 billion. In U.K. it is Ma ks and 

Spence ’s with close to $10 billion and in Ge many it is Ka stadt. Globally, 

etailing is big business, wo th a stagge ing $6.6 t illion, acco ding to a ecent 

epo t published by McKinsey & Co. in pa tne ship with the Confede ation of 

Indian Indust y (CII). Howeve etail could not stop big etail playe s looking fo 

expansion oppo tunities. Global etaile s also found oppo tunities in diffe ent 

othe count ies with st ong and eme ging ma kets, such as China and India. The 

“Global Powe s of Retailing” list anks global etaile s acco ding to total evenue. 
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Table 1: Top Ten global retailers in 2010 

Sl. 

No. 

Company Country of 

origin 

2010 retail 

sales 

(US$ mil) 

2010 

retail 

growth 

2010 net 

profit 

margin 

2010 

return 

on 

assets 

1 Wal-Ma t USA 418,952 3.4% 4.0% 9.4% 

2 Ca efou F ance 119,642 4.8 0.5 1.1 

3 Tesco U.K 92,171 6.7 4.4 5.7 

4 Met o Ge many 88,931 2.8 1.4 2.7 

5 K oge USA 82,189 7.1 1.4 4.8 

6 Schwa z Ge many 79,119 9.4 NA NA 

7 Costco USA 76,255 9.1 1.7 5.6 

8 The Home Depot USA 67,997 2.8 4.9 8.3 

9 Walg een USA 67,420 6.4 3.1 8.0 

10 Idi Ge many 67,112 5.2 NA NA 

Contribution of Top 10 to sales total 1,159,788 5.0 3.0 6.4 

Contribution of Top 250 3,940,747 5.3 3.8 5.8 

Top 10 share of total 29.4% 

Sources: Published company data and Planet Retail. 

Leading etaile s inc eased thei sto e openings 2011. Howeve , the annual g owth of 

thei investments within thei g oup was a solid 11% due to development of thei 

po tfolio and thei investments in inf ast uctu es athe than to inflation costs. The 

population has g own 11 pe cent, f om 5 billion to 5.7 billion, etail sales pe capita 

have isen by mo e than 90 pe cent, f om $2,000 to $3,850, and etail sales space has 

expanded by mo e than 200 pe cent, f om 40 million to 130 million squa e mete s. 

Global etaile s usually select long-te m expansion policies. As the big playe s 

invested and ente ed new ma kets with mix expe ience of success and failu e they 

lea ned that to be successful in etail expansion is to use an optimal mix of count ies 

and use of effective p ototypes. 

Table 2: Top Ten retailers by their capital expenditures ($ 000) 

No. Company 2011 2010 

1 Wal-Ma t Sto es 8,000,000 8,000,000 

2 Ta get 2,500,000 2,129,000 

3 CVS 2,000,000 2,000,000 

5 K oge 1,900,000 1,900,000 

5 Lowe’s 1,800,000 2,100,000 

Note: * Fiscal yea ending in August 2010 and 2011 

Source: Chain Sto e Age Resea ch 
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Tips: Tell your students about top Indian retailers what are the basis of their rank 

similarly for Global retailer and also give examples of Indian and Global retailers 

with brand name and segments they are dealing with. 

Session Plan 4: Indian and Global Retailing 

1. 	Session Topic: Indian and Global Retailing 

2. 	Objectives: Identify major retailers. 

3. 	Material/ Equipment: charts, sketch pen, rulers, computer, slides, open source 
software for slide presentation, LCD projector. 

4. 	Preparations 
• 	 Read the glossary given at the end of this handbook. 
• 	 Prepare points for interactive lectures. 
• 	 Arrange all the materials well in advance. 

5. 	Teaching/ Training Methodology 

5.1 Interactive Lecture 

Duration: 1 Hou 

Process 

1. P epa e the points fo the lectu e. 

2. Int oduction the topic. 

3. Make an opening by explaining pu pose and impo tance of the lectu es and/ o 

p esentation. 

4. Int oduce 	 the topic in the class and p ovide elevant knowledge to the 

students. 

5. Make classes inte active by involving students in discussion on topic. 

6. Ask questions to the student’s elated topic to eal examples. 

7. P ovide oppo tunity to students to ask question elated to the topic. 

8. T y to c eate envi onment of open g oup discussion on the topic. 

9. Cla ity doubts and questions of students. 

10.Summa ize the topic and emphasize on the key points. 
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5.2 Practical Sessio 

Ask you student to visit a nea est mall o etail shop/ depa tmental sto e fo 

identifying the functions pe fo med by etaile in the sto e and thei basic 

equi ements. 

5.3 Discussio 

Process 

1. Discuss what is etail and etailing and its functions. 

2. Discuss essential featu es of	� etailing and what a e the majo se vices ende ed 

by the etaile s to the custome s. 

3. Discuss diffe ence between whole selle and etaile . 

4. Sha e with you	� students cases of etail etailed to functions equi ement and 

concept. 

Checklist for Assessment Activity 

Use the following checklist to check whethe you students meet not all the 

equi ements fo assessment. 

Part A 

Student could diffe entiate between: 

• 	 Indian and Global Retaile s. 

Part B 

Students could answe the following questions: 

(i) List out top 5 Indian etaile s. 

(ii) List out top 5 Global etaile s. 
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Part C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 

knowledge and skills in o de to pe fo m up to the equi ed standa ds. The 

pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to Identify Global and Indian etaile s. 
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Communication Basics 
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Introduction 

Communication is an integral part of the 
retailers marketing strategy. 
Communication is used to inform the 
customers about the retailers, merchandise 
and the services. Communication is 
certainly essential in business, in 
government, military organizations, 
hospital, schools, communities, homes 
or anywhere where people deal with 
one another. 

Every individual has a distinct personality that can be developed, polished and refined. 
This process includes improving communication skills, widening scope of knowledge, 
improving manners and etiquette and adding grace and style to the overall 
personality. 

Greek and Roman actors wore a mask on stage to distinguish their roles and amplify 
their voices. The term personality is derived from the Latin word persona, meaning 
Mask. The three important factors of personality are physique, intelligence and attitude. 
Communication is the act of imparting or exchanging of information, ideas, or feeling. 
Communication is a two-way activity that takes place between two or more people. 
Sending, giving or exchanging information and ideas are often expressed verbally and 
non-verbally. It is an important process through which facts, ideas, experiences and 
feelings are shared and exchanged. 

Communication in retail organizations is very much needed. Retail jobs exist in many 
functional areas, including information systems, human resources, finance and 
accounting. However, when retail job skills are discussed, the conversation typically 
centers on skills specific to in-store retail sales and service associate positions. These 
are the employees who interact at the store level directly with customers. Retail job 
skills include a combination of soft skills and technical talents. 

Effective communication occurs only if the receiver understands the exact information or 
idea that the sender intended to transmit. Communicating in an effective manner, 
irrespective of the mode of communication used is an important and very useful skill. 
The process of conveying a message is complete only when the person receiving it has 
understood the message in its entirety. Better communication helps better job 
performance. Effective and timely communication promotes better relations and work 
culture among the employees. 
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Session 1: Introduction and Greeting 

Relevant Knowledge 

Eve y inte action sta ts with some fo m of g eeting. The way we g eet, the tone and 
the language, changes acco ding to ou familia ity with the pe son being g eeted. 

Following a e some sentences we gene ally use wheneve we g eet someone: 

1. Hello! 
2. Good mo ning/afte noon/evening 
3. Hello! How a e you doing? 
4. Hello! How a e you doing now? 
5. How’s life? 
6. All’s well? 
7. What’s up? 

Introducing Oneself 

Read the following ph ases loudly: 

1. “I would like to int oduce myself. I am…” 
2. “Hello\Hi!, I am...” 
3. “Hello\Hi! My name is…” 
4. “I live at…” 
5. “I am f om…” 
6. “I am wo king as a …” 
7. “I studied at…” 
8. “I am/came he e to…” 
9. “My hobbies a e…” 

10.“I like…” 


Tip: Explain students about introduce and great in different 

situations, further ask them to perform introduction and 

greeting sessions. 
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Session Plan 1: Introduction and Greeting 

1. 	 Session Topic: Introduction and Greeting 

2. 	 Objectives: To develop student’s knowledge and skills for functional English. 

3. 	 Material/ Equipment: Charts, sketch pens, rulers, computer, slides, open source 

software for slide presentation, LCD projector and Videos on Introduction and 

Greeting 

4. 	 Preparations: 

• 	 Prepare point for interactive lectures 
• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture: 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic such as how to introduces and greet. 
3. 	Make an opening by explaining purpose and importance of the lecture and / 

or presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	Make classes interactive by involving students in discussion on topic. 
6. 	Ask questions to the students related to the topic and ask provide real 

examples. 
7. 	Provide opportunity to students to ask question related to the topic. 
8. 	Try to create environment of open group discussion on the topic. 
9. Clarify doubts and questions of students. 
10.Summarize the topic and emphasize on the key points. 

T2: Practical Session 

Ask your students to make a circle in a class and come one by one in the center 
of the circle. Further play a role in a session of greeting and Introduction. 
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Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
a. Personnel and impersonal greeting 
b. Personal and impersonal introduction. 

Part – B 

Students could answer the following questions: 
a. How to introduce yourself when introducing in front of strangers? 
b. How to great a friend? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to introduce himself/ herself 

Able to greet others 
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Session 2: Framing of Questions & Complete Sentences 

Relevant Knowledge 

While framing questions, the sentences should begin with the question words. 

Examples: 

Which student was absent yesterday? 

Is he present today? 

Did he bring his leave report today? 

Study the list of “Question Words” given below: 

Word Examples 

What 1. What are you doing tonight? 
2. What are we having for dinner? 

When 1. When is the match starting? 
2. When are we leaving? 

Where 1. Where is my diary? 
2. Where will the World Cup be held this year? 

Which 1. Which one is your book? 
2. Which color should we buy? 

Who 1. Who is that girl? 
2. Who stole the cell-phone? 

Whom 1. With whom did you go to see the movie? 
2. Whom did you meet at the party? 

Whose 1. Whose towel is this? 
2. Whose dog is barking this late at night? 

Why 1. Why didn’t you do your homework? 
2. Why are we visiting her? 

How 1. How are we going to tell him about the situation? 
2. How is the book that you are reading? 

Are 1. Are you Akanksha’s sister? 
2. Are you going to see him again? 

Is 1. Is she doing her homework? 
2. Is Manisha ill? 

Am 1. Am I really going to take that chance? 
2. Am I happy? 
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Have 1. Have you seen the new movie? 
2. Have I done the right thing? 

Has 1. Has she completed her shift? 
2. Has it started boiling? 

Do 1. Do we need to confirm the time and place? 
2. Do you have to go to the bank today? 

Does 1. Does he ever knock before entering a room? 
2. Does the cat often steal from your kitchen? 

Can/Could 1. Can I go to the mall? 
2. Could you give me that magazine? 
3. Can you play chess? 

Will/ Would 1. Will you be there on my wedding? 
2. Will my book be published? 
3. Would you sing if they ask you to? 

Shall/Should 1. Shall we go now? 
2. Shall I do the job for you? 
3. Should you leave early to reach on time? 

May 1. May I come in? 
2. May I go out for a moment? 

Questions usually start with words like what, when, how, where, why, is, can, do, did, 
will, would, could, etc. And that they are always placed at the beginning of the 
sentence. 

Tip: Introduce basic grammar to your students 

Read the following sentences: 

1. When do we have to meet Mr. D’Souza? 
2. What time is the appointment? 
3. When is he going to come? 

Framing Complete Sentences 

A complete sentence is one that has a subject and a verb. For example, the sentence “I 
a good dancer” is not a complete sentence as it does not have a verb. Now, if we added 
the verb “am” to this sentence, it would be complete: 

I am a good dancer. 

Similarly, the sentence “Am a good dancer” is not complete as a subject is missing. 
Therefore, we should add a subject to complete the fragment. For example: 

I am a good dancer. 
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Examples: 

We have an English class today. 

I go to office every weekday. 

She likes oranges. 

Every sentence must have a subject, a verb and although it is not necessary, an 
object. And the sentence must make complete sense. 

For example, 

1. I eat: Subject + Verb 
2. I eat vegetables: Subject + Verb + Object 

In order for a sentence to be meaningful, a sentence must have its parts in the above 
orders. For example: 

1. I eat vegetables – is a sentence 
2. I vegetables eat – is not a sentence 
3. I like dancing. 
4. I am here. 
5. You go to school. 
6. She has a nice smile. 

Tip: Ask your students to put a question to other friend. 

Session Plan 2: Framing of Question and complete sentences 

1. 	 Session Topic: Framing of Question and complete sentences 

2. 	 Objectives: To develop knowledge and skills of framing questions and making 

complete sentences 

3. 	 Material/ Equipment: Charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation, LCD projector. 

4. 	 Preparations: 

• Prepare point for interactive lectures 
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• Arrange all the material well in advance. 

5. Teaching/ Training Methodology 

T1: Interactive lecture: 

Duration: 1 Hour 

Process: 

1. 	 Prepare the points for the lecture 
2. 	 Introduce the topic such as what are question words and how to frame a 

complete sentence. 
3. 	 Make an opening by explaining purpose and importance of the lecture and/ 

or presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	 Make classes interactive by involving students in the discussion on topic. 
6. 	 Ask questions to the students related to topic with real examples. 
7. 	 Provide opportunity to students to ask question related to the topic. 
8. 	 Try to create environment of open group discussion on the topic. 
9. 	 Clarify doubts and questions of students. 
10. 	 Summarize the topic and emphasize on the key points. 

T2: Practical Session 

Make a team of two students and tell one to ask question and other to answers them 
and vice-versa. Conduct this activity including all students into a team and help them to 
frame a question, also update them with basic grammar to frame a correct sentence. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 

a. Complete and incomplete sentence 
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Part – B 

Students could answer the following questions: 

a. How questions can be framed? 
b. What is complete sentence? 
c. What are questions words? 
d. What are the main elements of complete sentence? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to frame questions according to situation. 

Able to identify elements of complete sentence 

Able to identify complete sentence. 
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Session 3: Dealing with Customers in Retail Environment 

Relevant Knowledge 

Whenever a customer shops for items, there is a conversation exchange. Some 
standard sentences used at the time of shopping will be discussed in this session. 

Read aloud following sentences: 

1. I am searching for ‘kissan Jam’; do you have any idea where it is placed? 
2. Can you weigh me a kilo of potatoes? 
3. I want a packet of harvest Gold Brown bread. 
4. I want a dozen of bananas. Are these fresh? 

Asking the price 

The customer in a retail environment use to enquire about product price from the sales 
person at the counter on the floor. 

Examples: 

1. Excuse me how much does this jeans cost? 
2. Is there any offer available with this bad sheet? 
3. Do you offer discount on products? 
4. Is this shirt available on discount? 
5. How much discount you can offer? 

Read aloud following 

Some examples of phrases are used while negotiating on different occasions. 

1. This is too costly… 
2. Can you give me a discount… 
3. That is not possible… 
4. Look at the quality of the paper. It is the best quality… 
5. I know but… 
6. I am buying a large number of cards… 
7. Okay, let me see… 
8. That is the maximum discount I can give you… 
9. Is that your last price… 

10.Ok, let us settle for… 
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Session Plan 3: Dealing with Customers in Retail Environment 

1. 	 Session Topic: Dealing with Customers in Retail Environment 

2. 	 Objectives: To develop students knowledge skills and abilities for dealing 

customers in the store while shopping. 

3. 	 Material/ Equipment: Charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation, LCD projector and Video on dealing customers. 

4. 	 Preparations: 

• 	 Prepare point for interactive lectures 
• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic 
3. 	Make an opening by explaining purpose and importance of the lecture and/ or 

presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	Make classes interactive by involving students in discussion on the topic. 

6. 	Ask questions to the students related to the topic with real examples. 

7. 	Provide opportunity to students to ask question related to the topic. 

8. 	Try to create environment of open group discussion on the topic. 

9. Clarify doubts and question of students. 

10.Summarize the topic and emphasize on the key points. 


T2: Role Play 

Ask 5 students to act as customer and 5 students act as a salesman to deal them for 
their queries. And help them during their conversation to rightly deal. Further continue 
the same role play activity with other group of students, next time you can ask students 
to reverse their role with other student. 
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Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 

a. Active and passive customers. 

Part – B 

Students could answer the following questions: 

a. How to deal customer with different queries. 
b. What are the standard sentences customers use when queries while shopping 

have? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to deal with customers effectively 
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Session 4: Principles of Communication 

Relevant Knowledge 

Meaning of Communication 

Communication is the process of transforming 
information, thoughts, opinion, messages, facts, 
ideas and understanding from one person, place 
to another person, place. 

The communication, which gives life to an 
organizational structure and so, it can be 
linked with life blood of an organization. 
Effective communication is 20 per cent what 
you know and 80 per cent how you feel about 
what you know. It is a thread that holds the 
various interdependent parts of the 
organization together. 

Communication is one of the basic functions of management in any organization 
and its importance can hardly be overemphasized. Good and effective 
communication is required not only for good human relation but also a good and 
successful business. Indeed it establishes and disseminates the goals of an 
enterprise. It helps in arriving at vital decisions, planning and co-ordination. 

Communication Cycle 

Communication is understood and 
acted upon at different degrees of 
effectiveness. A communication is 
effective when the experience of both 
the communicator and receiver is 
satisfying and the goal of the 
interaction is achieved and vice-versa. 
Therefore, communication should be 
simple, clear, accurate and precise. 
To understand the communication 
process better we need to familiarize 
ourselves with the communication 
cycle (Fig.1). Let us now try to 
understand what we mean by 
communication cycle. 

Fig.2.1: Communication cycle 
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Sender Reciever 

The communication cycle in essence is the 
process of communication. The “sender” 
“encodes” the message into words and sent the 
coded message as he/she speaks or writes the 
“message” out. Messages are conveyed through 
channels including telephone, videoconferencing, 
letters, emails, meetings, memos, records and 
reports. It is then “decoded” by the “receiver” by 
hearing or reading the message in order to 
understand what the sender wants to convey. 

Communication has three important parts – transmitting, listening and feedback. The 
sender is transmitting the message through one medium or another. The receiver 
listens to the message and then conveys his understanding of the message to the 
sender in the form of feedback to complete the communication cycle.  

Principles of Communication 

There are 7 C’s of effective communication which are applicable to both written as well 
as oral communication. 

1. Completeness - The communication must be 
complete. It should convey all facts required by the 
receiver. A complete communication has the 
following features: 

• 	 No crucial information is missing from the 

message. 


• 	 It gives additional information wherever required. 
• 	 It leaves no questions in the mind of the 


receiver. 

• 	 It persuades the receiver. 

2. Conciseness - Conciseness or shortness means that minimum words without 
forgoing the other C’s of communication should be used to communicate. For 
instance saying, ‘Sir, I want to bring to your notice that two men entered the premises 
at 3 pm.’ is too long. The same information can be briefly said as, ‘Two men entered 
the premises at 3 pm. Concise communication has the following features: 

• 	 It is time-saving as well as cost-saving. 
• 	 It underlines the main message 
• 	 It is more appealing to the receiver. 
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3. Consideration 	- Consideration implies that the audience view points, background, 

mind-set, education level, their specific requirements, emotions, etc. should be 

considered while communicating with them. You need to modify your words in the 

message to suit the audience’s needs. 

4. Clarity - Clarity implies emphasizing on a specific message or goal at a time, rather 

than trying to achieve too much at once. Clarity ensures that communication is simple 

and intelligible. Enunciating syllables clearly, accurate word stress and speaking 

slowly improves clarity. Clarity in communication has the following features: 

• 	 It makes understanding easier. 
• 	 Complete clarity of thoughts and ideas enhances the meaning of message. 
• 	 Clear message makes use of exact, appropriate and concrete words. 

5. Concreteness - Concrete communication implies being particular than general. For 

example, saying ‘Two men entered the premises at 3 pm.’ is more appropriate than 

saying ‘Two people entered the premises at 3 pm’ or ‘Two men entered the 

premises around 3 pm’. Concrete message has the following features: 

• 	 It is supported with specific facts and figures. 
• 	 It makes use of words that are clear and that build the reputation. 

6. Courtesy - Courtesy in message implies that the message should show the sender’s 

expression as well as respect the receiver. Courteous message has the following 

features: 

• 	 It uses terms and feelings of the receiver of the message. 
• 	 It is positive and focused on the audience. 
• 	 It is not biased. 

7. Correctness - Correctness in communication implies that there are no grammatical 

errors in the communication. Correct communication has the following features: 

• The message is exact, correct and well-timed. 
• It makes use of appropriate and correct language in the message. 
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Session Plan 4: Principles of Communications 

1. 	 Session Topic: Principles of Communication 

2. 	 Objectives: To develop student’s knowledge, skills and abilities for identifying 

elements of communication cycle. 

3. 	 Material/ Equipment: Charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation. 

4. 	 Preparations: 

• 	 Read the glossary given at the end of this hand book. 
• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture: 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic such as meaning of communication, communication 

cycled principles of communication. 
3. 	Make an opening by telling students the purpose of the lectures or 

presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	Draw the communication cycle on the blackboard/ white board and explain 

each element to the students/ make a slide presentation on communication 
cycle and explain the same to the students. 

6. 	Relate the topic to the situation and ask questions. 
7. 	Provide specific examples. 
8. 	 Involve students by giving them the opportunity to ask questions related to the 

topic. 
9. Clarify any question students may have. 
10.Summarize the topic and emphasize on the key points. 
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T2: Role Play 

A. 	 Conduct “Role Plays” to make your students understand the various elements 
e.g. the communication cycle. Ask your students to remember the six essential 
principles of an effective communications which are as follows: 

1. 	 The information should be delivered in a clear message. 
2. 	 Message should be delivered timely. 
3. 	 Message should be complete. 
4. 	 Message should be concise. 
5. 	 Message should be factual. 
6. 	 Message should be accurate. 

You may use the following scenario to conduct the role play. 

The sales person in the retail store of XYZ company stopped a customer’s 
looked worried and asked. ‘Good morning sir! May I help you’ customer who was 
screening something in the retail store replied ‘oh yes! I have purchased lots of 
stuff yesterday but by mistake one item I found rotten, that I want to exchange’ 
the sales-man replied politely. It is ok sir, please come with me to the customers 
care desk will check what best can be done in your case. Customer could 
release his worries and replied ‘ thank you’ with smile. 

B. 	 Conduct role play to teach application of principles of communication in different 
scenarios related to retail. The sentences may include the following: 

i. 	 The function is at 6.30 pm. on Monday, 16th December, 2013. 
ii. 	 You must reach the office on time. 
iii. 	 I will not perform any duty which is not assigned to me. 
iv. 	 Every sales person/ employees are expected to do their best. 
v. 	 Complete the work and report to the supervisor. 
vi. 	 I will write the report and submit you. 

T3: Games 

Preparations: 20 Min. 

This game is played in pairs, with a student as an observer. Divide the class into groups 
of 2 students each. Designate a student as an observer for each group. The observer 
will take note of the answers given by the students in the group. 

Process: 

Duration: 1 Hours 10 min. 

1. 	 Ask the students from each group to make a group chart of their school 
premises. They have to especially represent the entry and exit points of the 
school. The task should be done in a group. 
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2. The observer will write down their observations. 
3. At the end of half an hour, the chart drawing stops. 

The observers are expected to report their observations of their group to the 
whole class. The group provides feedback to the observe on his/her report based 
on the principles of communication. 

T4: Practice Session 

Ask your student to draw the communication cycle and submit the same as part of their 
student portfolio. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 

a. Sender and receiver 
b. Idea and message 
c. Principles of effective communication 

Part – B 

Students could answer the following questions: 

a. What is communication cycle? 
b. What are the different elements of communication cycle? 
c. How to apply various principles for making communication effective? 
d. What is the difference between clarity and concreteness? 
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Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Construct a sentence that conveys all facts required by the 

receiver. 

Construct a sentence with a specific message 

Express in a manner that shows respect to the receiver of the 
message. 
Identify elements of communication cycle 

Draw a diagram of communication cycle. 
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Introduction 

Goods can be defined in Commerce as an inherently useful and relatively scarce 

tangible item (article, commodity, material, merchandise, supply, wares) produced from 

agricultural, construction, manufacturing, or mining activities. According to the UN 

Convention On Contract For The International Sale Of Goods, the term 'good' does not 

include (1) items bought for personal use, (2) items bought at an auction or foreclosure 

sale, (3) aircraft or oceangoing vessels. In Economics, it is a commodity, or a physical, 

tangible item that satisfies some human want or need, or something that people find 

useful or desirable and make an effort to acquire it. Goods that are scarce (are in limited 

supply in relation to demand) are called economic goods, whereas those whose supply 

is unlimited and that require neither payment nor effort to acquire, (such as air) are 

called free goods. 
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Session 1: Types of Retail Goods 

Relevant Knowledge 

Types of Consumer Goods 

We can study the kinds of goods under following heads: 

11. Convenience Goods 

Goods which are easily available to consumer, without any extra effort are convenience 
goods. Mostly, convenience goods come in the 
category of nondurable goods such as like fast 
foods, confectionaries, and cigarettes, with low 
value. The goods are mostly sold by 
wholesalers to make them available to the 
consumers in good volume. Further, 
convenience goods can be sub-categorized into: 

• 	 Staple Convenience Consumer 
Goods 

• 	 Impulse Convenience Consumer 
Goods 

• Step convenience consumer 
goods 

• Impulse convenience consumer 
goods 

• Shopping consumer Goods 
• Specialty consumer Goods 
• Non sought consumer Goods 
• Durable consumer Goods 

Slide 1: Types of Retail Goods 

• 	 Shopping Consumer Goods 
• 	 Specialty Consumer Goods 
• 	 Non Sought Consumer Goods 
• 	 Durable Consumer Goods 
• 	 Non Durable Consumer Goods 

Staple Convenience Consumer Goods 

Goods which come under the basic demands of human beings are called staple 
convenience goods. For example, milk, bread, sugar, etc. 

Impulse Convenience Consumer Goods 

Goods which are brought without any prior planning or which are brought impulsively 
are called impulse convenience goods. For example, potato wafers, candies, ice 
creams, cold drinks, etc. 
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Shopping Consumer Goods 

In shopping consumer goods, consumer do lot of selection and comparison based on 
various parameters such as cost, brand, style, comfort etc, before buying an item. They 
are costlier than convenience goods and are durable nature. Consumer goods 
companies usually try to set up their shops and show rooms in active shopping area to 
attract customer attention and their main focus is to do lots of advertising and marketing 
to become popular. 

Goods like 
• Clothing Items 
• Televisions 
• Radio 
• Foot Wears 
• Home Furnishing 
• Jewelleries 

All these come under the category of shopping goods. 

Specialty Consumer Goods 

Goods which are very unique, unusual, and 
luxurious in nature are called specialty goods. 
Specialty goods are mostly purchased by upper-
class of society as they are expensive in nature. The 
goods don't come under the category of necessity 
rather they are purchased on the basis personal 
preference or desire. Brand name and unique and 
special features of an item are major attributes which 
attract customer attraction in buying them. 

Examples of Specialty Products are: 

• Antiques 
• jewelry 
• wedding dresses 
• cars 

Non Sought Consumer Goods 

Goods or Services like insurance which are available in the market but customer is not 
really interested in buying them are called non-sought goods. 

Tips: Explain your students the differentiation of products with the help of 
examples and ask them to quote example of each category of products 
for their better understanding. 
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Durable Consumer Goods 

Goods which have long life span and usage period are 

called durable goods. 

Examples: 

• Furniture 
• Kitchenware 
• Consumer Electronics 

Semi-Durable Consumer Goods 

Goods which have limited life span or usage period are 

called semi-durable goods. 

Examples: 

• Clothes 
• Foot Wears 
• Artificial Jewellery 
• Home Furnishing 

Non Durable Consumer Goods 

Goods have a very short life span and are perishable 

in nature are called non-durable goods. 

Examples: 

• Milk 
• Bread 

75 



  

 

       
 

       

           

  

           

      

  

      
         

 

    

 

   
  

   

  

       
    
            

    
             

 
            
            
            
            
       
          

 
    

 

         

      

             

 

Session Plan 1: Types of Retail Goods 

1. 	 Session Topic: Types of Retail Goods 

2. 	 Objectives: To develop student’s knowledge, skills and abilities for identifying 

retail goods. 

3. 	 Material/ Equipment: charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation, LCD projector. 

4. 	 Preparations: 

• 	 Prepare points for interactive lectures 
• 	 Arrange all the materials well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic 
3. 	Make an opening by explaining purpose and importance of the lectures 

and / or presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	Make classes interactive by involving students in discussion on the topic. 
6. 	Ask questions to the students related to topic with real examples. 
7. 	Provide opportunity to students to ask question related to the topic. 
8. 	Try to create environment of open group discussion on the topic. 
9. Clarify doubts and questions of students. 

10.Summarize the topic and emphasize on the key points. 


T2: Discussion 

1. 	 Discuss why do we need to differentiate goods. 

2. 	 Discuss different types of goods. 

3. 	 Discuss requirements and care to be taken while handling each category of 

goods. 
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4. Discuss one case of specialty store or general merchandising store for goods 

handling. 

Check List for assessment activity 

Use the following checklist to check whether your students could not all the 
requirements for assessment. 

Part – A 

Student could differentiate between 

a. Durable and non-durable goods 
b. Durable and semi-durable goods 

Part – B 

Students could answer the following questions: 
a. What are goods? 

b. What is the basic nature of durable and non-durable goods? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 

and skills in order to perform up to the required standards the performance standards 

may include but not limited to: 

Performance Standard Yes No 

Able to identify the various 

environment 

types of goods in retail 
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Session 2: Material Handling 

Relevant Knowledge 

Objectives and Principles of Material Handling 

Material handling is an 

• Planning principle 
• Standardization 

principle 
• Programme principle 
• Unit load 
• Space utilization 

principle 
• System principle 
• Automation principle 
• Environmental principle 
• Life cycle cost principle 

Slide 1: Principle of 
Material Handling 

important element, which 
determines the 
productivity of a Retail 
House. Material handling 
is highly labor intensive 
as compared to any other 
operations. Therefore the 
personnel cost in 
material handling is 
usually high. Most of the activities in material handling 
require significant manual handling and hence has little 
benefits from computerization and improved information 
technology. 

Materials handling 
includes all movement of 

materials, in a manufacturing situation. It has been 
defined by the Materials Handling Division. American 
Society of Mechanical Engineers, as follows: “Materials 
handling is the art and science involving the moving, 
packing, and storing of substances in any form.” 

Handling 

The primary handling objective in a store is to sort inbound shipment according to 
precise customer requirements. The three handling activities are receiving, in-storage 
handling and shipping. 
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Receiving 

When material reaches the store it has to be received by the Retail store. One of the 
important activities here is to unload the goods from the transportation vehicle. Most of 
the time unloading is done manually. Containerized or unit-load shipments considerably 
reduce the unloading time. 

Shipping 

Shipping consists of checking and loading orders onto transportation vehicles. As in 
receiving, shipping is manually performed in most systems. 

MATERIAL HANDLING PRINCIPLES 

The principles of materials handling which ensures effective and efficient handling of 
material are as follows: 

1. 	 Planning Principle: All material handling should be the result of a deliberate 
plan where the needs, performance objectives and functional specification of the 
proposed methods are completely defined at the outset. A plan is a prescribed 
course of action that is defined in advance of implementation. In its simplest form 
material handing plan defines the material (what) and the moves (when and 
where); together they define the method (how and who) 

2. 	 Standardization Principle: Material handling methods, equipment, controls and 
software should be standardized within the limits of achieving overall 
performance objectives and without sacrificing needed flexibility, modularity and 
throughput anticipation of changing future requirements. Standardization means 
less variety and customization in the methods and equipment employed. 

3. 	 Work Principle: Material handling work should be minimized without sacrificing 
productivity or the level of service required of the operation. 
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The measure of work is material handling flow (volume, weight or count per unit 
of time) multiplied by the distance moved. 

4. 	 Ergonomic Principle: human capabilities and limitations must be taken into 
consideration while designing material handling tasks and equipments 

5. 	 Unit Load: Unit load should be properly determined so that it accommodates all 
materials and material handling becomes easier. 

6. 	 Space Utilization Principle: Effective and efficient use must be made of all 
available space. 

7. 	 System Principle: Material handling and storage should be fully integrated so 
that there is a smooth flow of materials in the Retail store. 

8. 	 Automation Principle: Material handling operations should be mechanized 
and/or automated where feasible in order to improve operational efficiency. This 
will reduce potentially unsafe manual labor operations. 

9. 	 Environmental Principle: Environmental impact and energy consumption such 
as petrol, diesel, should be considered as criteria when designing or selecting 
material handling systems. 

10. 	 Life Cycle Cost Principle: Cost of equipment throughout its entire lifecycle and 
not only its initial cost should be considered before selecting it. 

Methods and Equipment 

There are many methods used to handle materials. Manual handling activities include 
carrying and the moving of loads, as well as pushing, pulling, lifting up and putting 
down. The moving and handling of materials must be done with the proper equipment 
by experienced and trained staff. Some of the common types of material handling 
equipment used include cranes, slings, moving trucks, forklifts, pallet jacks, hand dollys, 
conveyors, trailers, storage bins, pallets, and storage containers. 

In the modern complex production system, manual material is inefficient as compared to 
mechanized material handling. Moreover, it is more dangerous. So many types of 
material handling equipments have been developed to perform all these services. 
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Safety aspects: Manual handling of containers may expose workers to chemical and 
physical hazards that can lead to illness, injuries, wasted energy, and wasted time. 
Using the wrong equipment or letting just anyone try to move and store materials can 
lead to accidents. Safety is an important aspect of material handling. Equipment that is 
used must be big enough to safely handle the load being transported. The main risks 
due to which injuries happen in manual material handling tasks include: 

• Awkward postures (e.g., bending, twisting). 

• Repetitive motions (e.g., frequent reaching, lifting, carrying). 

• Static postures (e.g., maintaining fixed positions for a long time). 

• Forceful exertions (e.g., carrying or lifting heavy loads). 

To avoid these problems, the capabilities of the workers should be assessed and then 
the work task should be assigned accordingly. Steps for reducing risk will increase 
productivity of employee, service quality, and boost the morale of the workers. It will 
also lower the costs by reducing errors or rejects, less use of medical services and 
compensation claims, good worker turnover, etc. 

Factors affecting the selection of Material Handling Equipment 

The selection of materials handling equipment requires the attaining of proper balance 
between the production problem, the capabilities of the equipment available, and the 
human element involved. The ultimate aim is to arrive at the lowest cost per unit of 
material handled. 

Equipment factors to be taken into consideration may well include the following: 

1. 	 Adaptability: the load carrying and movement characteristics of the equipment 
should fit the materials handling problem. 
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2. 	 Flexibility: Where possible the equipment should have flexibility to handle more 
than one material, referring either to class or size. 

3. 	 Load capacity: Equipment selected should have great enough load-carrying 
characteristics to do the job effectively, yet should not be too large and result in 
excessive operating costs. 

4. 	 Power: Enough power should be available to do the job. 

5. 	 Speed: Rapidity of movement of material, within the limits of the production 
process or plant safety, should be considered 

6. 	 Space requirements: The space required to install or operate materials handling 
equipment is an important factor in its selection. 

7. 	 Supervision required: As applied to equipment selection, this refers to the 
degree of automaticity designed into the equipment. 

8. 	 Ease of maintenance: Equipment selected should be easily maintained at 
reasonable cost. Environment: Equipment selected must conform to any 
environment regulations. 

9. 	 Cost: The consideration of the cost of the equipment is an obvious factor in its 
selection. 

Session Plan 2: Material Handling 

1. 	 Session Topic: Material Handling 

2. 	 Objectives: To develop student’s knowledge, skills and abilities for identifying 

the process of goods management. 

3. 	 Material/ Equipment: Charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation, LCD projector. 

4. 	 Preparations: 

• Prepare points for interactive lectures 
• Arrange all the materials well in advance. 

5. 	 Teaching/ Training Methodology 
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T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	 Prepare the points for the lecture 
2. 	 Introduce the topic 
3. 	 Make an opening by explaining purpose and importance of the lectures and/ 

or presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	 Make classes interactive by involving students in discussion on the topic. 
6. 	 Ask questions to the students related to topic with real examples. 
7. 	 Provide opportunity to students to ask question related to the topic. 
8. 	 Try to create environment of open group discussion on the topic. 
9. 	 Clarify doubts and questions of student. 
10. 	 Summarize the topic and emphasize on the key points. 

T2: Discussion 

Process 
1. 	 Discuss objectives and principles of Material Handling 

2. 	 Discuss methods and equipment of material handling. 

3. 	 Discuss the factors affecting the selection of Material Handling equipments. 

4. 	 Discuss a case of material handling with students in the class. 

5. 	 Discuss safety measures should be taken into consideration while handling 

material. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
(ii) 	 Handling and receiving of goods 
(iii) 	 Lifting and moving goods 
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Part – B 

Students could answer the following questions: 
a. What is material management? 
b. What is handling and receiving of goods? 
c. What is lifting and moving of goods? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards. The performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify the various principles of material management 

of goods at work place. 
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Session 3: Documentation in Goods Handling 

Relevant Knowledge 

The purpose of this unit standard is intended for people who will receive stock in a 
Retail outlet. These persons are able to receive stock in a retail organization, implement 
security procedures to prevent shrinkage and losses and enhance the efficiency of the 
supply chain by recording required information on stock being received. Make sure you 
manage your study, practical, workplace and portfolio time responsibly to observe the in 
retail shop functioning of documentation. 

Receiving Goods 

When stock arrives at the organization, it will more than likely arrive in a truck or in a 
container, which needs to be off loaded. Before you start the offloading processing you 
need to know not only what the stock consists of but also its characteristics. 

• 	 Offloaded stock is sorted according to organizational requirements and stock 
characteristics 

• 	 The stock received is recorded as per organization’s procedures. 
• 	 The stock received is checked against required documentation. 
• 	 All variances between actual stock received and invoiced/ordered stock are 

identified and resolved according to organization’s procedures. 

Relevant documentation is completed according to organization’s procedures. As goods 
are off loaded and sorted they will then enter into receiving where a record of the stock 
is recorded. 

Systems for receiving and maintaining stock are important to make sure that work is not 
held up or delayed while essential supplies are being ordered and delivered. 

As stock is received in your workplace, checks need to be made so that what is actually 
paid for or billed is actually received and is in good condition. Other considerations 
include making sure that stock does not have to be thrown out because it has passed its 
use by date or has reached the point where it is no longer able to be used. Foodstuffs, 
film, medicines and chemicals are examples of stocks that have to be used by a certain 
time. Safety is also important, as some supplies cannot be stored with others – imagine 
storing poisons with foodstuffs! 

Workplaces have systems in place to ensure that stock is: 
• 	 Available when it is required 
• 	 Fit for use 
• 	 Managed cost effectively and wastage is kept to a minimum. 
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Every workplace will have differences in how stock is ordered, received and stored. For 
each of these the organization will have a policy. 

To make sure the flow of goods through a warehouse is smooth and effective; we need 
a method of recording and tracking goods between all groups involved in the exchange 
process. We need a way to show that suppliers, purchasers, carriers and distribution 
centers have all played their part correctly. This is necessary to show exactly what 
goods have been given to whom, and as evidence of work and receipt of goods on 
which payments will be based. Individual warehouses will have different systems for 
recording the movement and storage of goods. These systems can be manual or 
computerized. 

Delivery note: A delivery note is usually supplied with the goods at the time of delivery. 
It will state what the supplier has actually delivered to the store. This is probably the 
most important receipt document of all. Goods delivered are checked against the 
delivery note to confirm the delivery is correct. The delivery note is used to check the 
delivery has come to the right place and it contains the correct goods. 

Invoice: Invoices are used for the same purpose as the delivery document. However, 
invoices are used in situations where the distribution centre actually purchases the 
goods rather than just distributing them for somebody else. Goods received are 
checked against the amount and description stated on the invoice. The invoice may 
contain: • a single item or • many items. Invoices are normally sent with the load of 
goods. Invoices are very important documents as they are used to bill the receiving 
company. Great care must be taken to make sure that goods received are accurately 
checked against the invoice. Like the delivery docket, the invoice is used to check that: 

• The delivery is at the right place 
• The delivery has the right products 
• The delivery has the right amount of products 

Consignment note: A consignment note is used when the delivery is contracted out to 
a private carrier. They show what is to be receipted and are usually issued by the carrier 
of the delivery, as a record of what has actually been sent. 

In some cases, the goods on a consignment note may be checked with other delivery 
documents (invoice, manifest etc). A consignment note usually does not give a product 
description, but will give information like how many boxes, pallets, bags, bales etc. The 
important sections are: 

• Pallet control information 
• Number of items 
• Description 
• Receiver 
• Signature of receiver 

Internal packing note: The internal packing note is used to carry out a more detailed 
check of the stock delivered, once the outer containers, such as cartons, drums, boxes 
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and pallets have been broken down and the stock is ready for inspection and then 
storage. The packing note lists what is actually within each unit delivered. It should give 
specific information regarding quantity, type, size, specifications, colours, etc. 

Electronic data systems: Many Retailers today use special computer systems in the 
received of goods. This is called an automated system. Automated systems cut down 
on paper work and are very quick when it comes to checking and transferring 
information. The main features of an automated system are: 

• Consignment notes sent through a computer as proof of delivery. 
• Barcodes used on consignment notes. 
• Bar-coded delivery labels. 
• Speedy pricing. 

Sometimes with automated received systems, computers can be used to provide extra 
information. Daily dispatch details can be looked at for numbers of: 

• Deliveries 
• Amounts 
• Weights 
• Money charged 

Regardless of whether the process is completed manually or electronically, it is critical 
to have a record of what was ordered, what was supposed to arrive and for you to 
check that the stock actually arrived. Also, the stock must be checked to ensure that it is 
fit for use. For example, in the paper industry, a roll of paper that will have plastic or foil 
laminated onto it, may arrive without any protective layer as the first hundred meters will 
be wasted in setting up the machine and getting it running correctly. The edge may be 
trimmed in the process. The excess acts as appropriate packaging for the roll of paper 
and is allowed for. If the outer layer is marked, this will not matter as it is trimmed off or 
wasted. 

In many workplaces, the deliverer cannot leave until the receiver provides a signature 
on the suppliers’ documentation. In most enterprises, the signing of this document 
indicates that the goods arrived as listed on the consignment notice. In this case, it 
should not be signed unless the stock has been checked. 

When checking stocks not according to list 

• Damage that means stock cannot be used. 
• Fitness to use (spoiled, soiled, dinted, cracked, etc.). 
• Use by date (freshness, viability, etc.). 
• Colour, size (stock may be of the correct number but wrong size, colour, etc.). 

Where any variations or problems are identified, check workplace procedures that 
apply to this situation. Options include: 

• Replacement 
• Credit 
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• Disposal and credit 
• Selling off as ‘seconds’ 
• Repair and charging to supplier 
• Return to supplier 

When a delivery is incorrect or damaged, a damage or shortage report must be 
completed. This includes when: 

• Goods arrive damaged 
• A shortage occurs in delivery 
• Goods fail to arrive at the stipulated time 

Documentation in Goods Handling 

Visit an organization or an Industry, interact with the employer and employees of the 
organization/industry and ask the following questions and write their reply in not more 
than 50 words: 

Session Plan 3: Documentation in Goods Handling 

1. 	 Session Topic: Documentation in Goods Handling 

2. 	 Objectives: To develop student’s knowledge, skills and abilities for identifying 

various documents used in goods moving. 

3. 	 Material/ Equipment: Charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation, LCD projector. 

4. 	 Preparations: 

• Prepare points for interactive lectures 
• Arrange all the materials well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. Prepare the points for the lecture 
2. Introduce the topic such as documentation required for handling goods. 
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3. 	 Make an opening by explaining purpose and importance of the lectures and/ 
or presentation. 

4. 	 Introduce the topic in the class and provide relevant knowledge to the 
students. 

5. 	 Make classes interactive by involving students in discussion on the topic. 
6. 	 Ask questions to the students related topic to real examples. 
7. 	 Provide opportunity to students to ask question related to the topic. 
8. 	 Try to create environment of open group discussion on the topic. 
9. 	 Clarify doubts and questions of student. 
10. 	 Summarize the topic and emphasize on the key points. 

T2: Discussion 

Process 
1. Discuss documentation used is material. 

2. Circulate document and discuss entry of records. 

3. Discuss about electronic data system used for material handling. 

4. Discuss about writing note in the process of material handling. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
a. Delivery note and consignment note 
b. Internal packing note and consignment note. 

Part – B 

Students could answer the following questions: 
a. What is documentation in Goods handling? 
b. What is delivery note? 
c. What is consignment note? 
d. What is internal packing note? 
e. What are electronics data system used for material handling? 
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Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards. The performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify documents in material handling. 
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Session 4: Procedure of Moving Goods 

Relevant Knowledge 

Movement of materials from one processing area to another and from department to 
department necessitates the use of many personnel and equipment and the handling of 
treatment tonnages of materials. Materials handling includes all movement of materials, 
in a manufacturing situation. 

“No movement, no cost” is hardly practicable for a complete manufacturing process. 

Advantages: The following are the advantages of effective handling of goods, 

• 	 Lower the unit materials handling costs. 
• 	 Reduce the manufacturing cycle time. 
• 	 Contribute toward a better control of the flow of goods. 
• 	 Provide for improved working conditions and greater safety in the movement of 

materials. 
• 	 Provide for fewer rejects.. 
• 	 Achieve decreased storage requirement. 
• 	 Gain Higher productivity at lower manufacturing cost. 

Responsibilities: Responsibilities are assigned such a staff group may well include: 

1. 	 Determining all new methods for the handling of new materials or products and 
selecting the equipment to be utilized. 

2. 	 Conducting research in materials handling methods and equipment. 
3. 	 Conducting education and training for all manufacturing personnel in good 

material handling practices. 
4. 	 Establishing controls of current materials handling costs by analysis of costs and 

comparison to budgets of either unit or total materials handling costs. 
5. 	 Initiating and conducting a continuing materials handling cost-reduction or cost 

improvement program. 
6. 	 Determining measurements for effectiveness of materials handling that can 

become the yard – sticks for progress in this activity. 
7. 	 Developing and conducting a preventive maintenance program for all handling 

equipments. 

Manual Handling 

In the retail industry, manual handling tasks may include packing and unpacking stock, 
stacking shelves, taking cartons on and off pallets, hanging up clothing on racks, 
moving mobile racks, moving trolleys and cleaning floors and shelves. Most injuries in 
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the retail industry result from manual handling activities. Strain injuries occur through 
sudden overexertion or continuous overuse. Back injuries can result in some of the 
most serious types of strain. Too much strain on your back can lead to long-term 
damage. 

Manual handling risk in the retail industry is often associated with 

1. 	 Frequent or prolonged manual handling tasks. 

2. 	 Bending where the hands pass below mid-thigh level. 

3. 	 Reaching above the shoulder. 

4. 	 Twisting the back. 

5. 	 Handling objects that are difficult or awkward to move, due to their weight, shape, 
size or instability, and 

6. 	 Handling objects placed or stored below mid-thigh level or above the shoulder. 

Ways to reduce the risk 
• Eliminating double handling 

Your employer must assess manual • Changing the size or weight of 
handling risk and control manual handling packaging 
problems. You must be provided with • Reducing Push/ Pull forces 
instruction and training for manual handling • Providing a safe workplace layout 
tasks. Risk controls include: • Providing suitable equipment 

1. 	 Eliminating double handling by 
Slide 1: Ways to reduce risk 

reducing the number of times an 
object is handled, and where possible moving the stock directly from delivery to 
display 

2. 	 Changing the size or weight of packaging by breaking down large loads into 
smaller ones, and finding out if stock is available in smaller sizes. Smaller loads 
can be lifted and handled more easily 

3. 	 Reducing push/pull forces e.g. removing the need for bending, twisting and 
reaching movements when placing items on a shelf, rack or pallet, or limiting the 
number of shopping trolleys to be collected at one time. 

4. 	 Providing suitable equipment such as trolleys or pallet jacks to move stock, 
and a stable, sturdy step ladder to allow you to stack shelves at the correct 
height, and 

5. 	 Providing a safe workplace layout which allows you enough space to move 
and work safely 

You must follow instructions and safe work procedures provided by your employer, 
which may include: 

• 	 Cleaning all spills immediately 

• 	 Placing "slippery floor" signs in public areas when spills are being cleaned or 
the floor is wet 
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• 	 Making sure there are no trailing electrical cords on the floor 

• 	 Keeping floors and walkways free of stock, boxes, cartons, equipment and 
rubbish 

• 	 Using steps and ladders correctly, and 

• 	 Wearing low-heeled shoes with good tread. 

Working safely with sharp equipment and tools 

Employees may need to use sharp knives, scissors, tools and equipment in the retail 
industry. Examples include carton trimmers to cut open cardboard cartons, knives and 
food slicers for food preparation, and trimmers and saws to cut materials to length in 
hardware stores. 

Requirements should include: 

• 	 Using appliances and tools only for the purpose for which they are designed. 

• 	 Keeping cutting tools clean and sharp. 

• 	 Keeping all guards in place and keep your fingers and body away from any 
moving parts. 

• 	 Cutting away from your body when using knives or trimmers. 

• 	 Always putting sharp knives and tools away after use, and 

• 	 Not leaving knives or slicing blades in dish water, as others may cut themselves 
when they put their hands in the water. 

You must follow instructions for using electrical equipment. These should include: 

• 	 Switching off appliances at the power point before you pull out the plug. 

• 	 Disconnecting broken appliances and not using frayed cords or broken power 
points. 

• 	 Not using too many appliances from the same power point, and 

• 	 Always keeping electrical cords off the floor to reduce the risk of damage from 
drag or contact with sharp objects. 

• 	 To reduce the risk of injury or harm, employers should have cash handling 
procedures and must train you in these procedures. 

Procedures should cover: 

• 	 Removal of excess cash from the till to safe storage. 

• 	 Displaying signs where they can be clearly seen informing customers of limited 
cash holdings. 

• 	 Not handling cash in front of customers, and 

• 	 Delivery and deposit of money at the bank. 
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Opening and Closing Procedures 

Your employer should have simple written procedures for opening and closing the shop. 
This is important if the shop is isolated, or if you have to open and close it when the 
employer or other employees are not around. It is safer if more than one person opens 
or closes the shop. A work experience student should always be supervised. 

Procedures should cover checking to make sure: 

• 	 There are no suspicious people or vehicles around when you enter or leave the 
work place 

• 	 No one has broken in - if there are signs of a break-in, you must know what 
action to take 

• 	 Before leaving, that the safe (if there is one) and all entries, exits and windows 
are securely locked, and 

• 	 There are no unauthorized persons remaining on the premises. 

Session Plan 4: Procedure of Moving Goods 

1. 	 Session Topic: Procedure of Moving Goods 

2. 	 Objectives: To develop student’s knowledge, skills and abilities for identifying 

the procedure to moving of goods. 

3. 	 Material/ Equipment: Charts, sketch pen, rulers, computer, slides, open source 

software for slide presentation, LCD projector. 

4. 	 Preparations: 

• 	 Prepare points for interactive lectures 
• 	 Arrange all the materials well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic 
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3. 	Make an opening by explaining purpose and importance of the lectures and / 
or presentation. 

4. 	 Introduce the topic in the class and provide relevant knowledge to the 
students. 

5. 	Make classes interactive by involving students in discussion on the topic. 

6. 	Ask questions to the students related topic to real examples. 

7. 	Provide opportunity to students to ask question related to the topic. 

8. 	Try to create environment of open group discussion on the topic. 

9. Clarify doubts and questions of student. 

10.Summarize the topic and emphasize on the key points. 


T2: Discussion 

Process 
1. Discuss the advantages of effective goods handling. 

2. Discuss the responsibilities assigned to staff in moving goods. 

3. Discuss manual handling. 

4. Discuss the ways to reduces the risk. 

5. Discuss the safety measures during moving of goods. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
a. Manual moving and machine moving 
b. Material moving and material receiving. 

Part – B 

Students could answer the following questions: 
a. What is manual handling? 
b. What are the ways to reduce risk? 
c. What are the safety measures used for moving the goods? 
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Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards. The performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to demonstrate the safety measures used in the 

procedures of moving goods. 
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Introduction 

A etaile o shopkeepe e has to unde stand the value of 

custome s fo being mo e successful. Retailing is 

complete o successful oonly when custome s a e satisfied 

with the p oduct and se e vices p ovided by the etaile . It 

will esult in good p o ofit ma gin, b oad ma ket base 

(la ge numbe of custoome s/ consume s), good etail 

image and ight position ning of the etaile ’s b and. 

Custome s expect alm most all etaile s to p ovide ce tain n se vices: displaying 

me chandise, accepting c edit ca ds, p oviding pa king, and beiing open to convenient 

hou s. Custome Se vice e is the "sum of acts and elements thaat allow consume s to 

eceive what they need d o desi e f om the etail establishme ent." When a custome 

ente s the sto e, it is s impo tant that the etaile o the sales associate does 

eve ything in his powe to make the custome feel welcomed, , impo tant, and make 

su e he leaves the sto e e satisfied. Giving the custome full, un ndivided attention and 

helping him find what he e is looking fo will cont ibute to the cus stome 's satisfaction. 

In this Unit we will t y to unde stand the diffe ence betw ween a custome and 

consume , the behaviou of the custome s and how to p ovide eeffective se vice to the 

custome . 
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Relevant Knowledge 

ssion 1: Conceptual Frame 

e 

ework 

Differentiating Between n Consumer and Customer 

It is ve y impo tant to unde stand the diffe ence 
between custome s aand consume s, especially in 
etailing because it eallly matte s weathe ou clients 

a e custome s o consumme s. Let us now see what the 
diffe ence between the custome and a consume is. 

A Customer is any pe soson who ente s the etail outlet 
and pu chases me chanddise o uses se vices fo self o 
fo othe s, whe eas a Coonsumer is any pe son who has 
consumed o utilized an ny p oduct o se vices fo his / 
he pe sonal equi emen nt o need. 

We can unde stand the diffe ence between the two th ough a situation in ou day to 
day life. Fo example, wwhen a housewife goes out shopping to o buy household items, 
she buys diffe ent me chhandise f om the sto e. She is a custom me to the etail outlet. 
When she eaches home e, othe membe s of the family also use p oducts, though they 
haven’t pu chased it. AAll the family membe s including the e housewife who have 
utilized the p oducts fo thei pe sonal use a e consume s. 

In etailing it is ve y impo tant to conve t and inc ease ou u custome s into the 
consume s. Satisfied con nsume s will not only become custome ss but also p omote the 
etaile and its p oduct aand se vices. 

C

an 

C

ut 

pe 

Sli

co 

Who pu chase p oduct 

nd se vices fo self o othe s. 

Who consume o 

ilize p oduct o se vices fo 

e sonal need. 

ide1: Concept of customer & 

onsumer 

uustomer: 

oonsumer: 

t
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Customers have needs ... 
We try to identify them 

- ( \ De:;)~ 

V'~ 

Identifying Customer’s Needs and Behaviour 

Need is something that is nece essa y fo  o ganisms to 
live a healthy life. Needs caan be objective (e.g. 
physical needs, such as food, s shelte , clothing, etc.) 
o  subjective (includes emotionaal, mo al, intellectual, 
and spi itual needs, e.g., good behaviou , self 
esteem, fai ness, etc.). Needs va ies with place and 
age g oup.  

 
Custome ’s needs a e the sttepping stone to all 
mode n ma keting concepts. The manufactu e  o  
 etaile  has to give due atten ention, impo tance and 
ca e in unde standing and asses essing o  identifying the 
needs of consume s to gain co ompetitive advantage. 
The  etaile  should use all  his/he  effo ts and 
st ategies to identify, emphassize, and satisfy the 
custome  needs. Fo  su vival, p ofitability and g owth 
in a highly competitive ma ket e envi onment, it is ve y 
impo tant to unde stand the ne eeds o  demands of the 
consume .  

 
Based on the type of products, , custome ’s needs can 
be divided into demand fo  tan ngible and non-tangible 
p oducts. 

 
a) Tangible p oduct ts a e those p oducts which you can tou uch and feel. Examples 

include milk, soapp, elect onic gadgets, bicycle, books, et etc. 
 

b) Intangible p odu ucts a e the se vices, which you cannnot touch but feel. 
Examples include e telephone se vices, beauty salon se vices, tailo ing se vices, c 
etc.  

 

Basic Needs of Custome er: The basic needs of the customer ca an be divided into the 

following: 

 

(i) Warm welcome: : As a retailer, you should extend a warm welcome to the 
customer and gr eet him/her graciously. A customer sh houldn’t feel neglected 
when he/she appr roaches the retailer or sales associate. 

(ii)  Understanding: Customers need to feel that the person n serving the customer 
understands and d appreciates the views, expressions s, and circumstances, 
feelings without anny criticism or judgment for satisfaction o of the customer. 

Tips: Explain your studennts Maslow’s need hierarchy. Put suitable exa ample for each take of    
          need & them to give e one example for one type of need for their better understanding. 
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(iii) 	 Fairness: Customer wants to be treated fairly. Customers get very much 
annoyed and dissatisfied when they feel they are not given due attention in the 
retail store. 

(iv) 	 Control: Control means the customer’s perception to meet his demand at the 
earliest with positive outcome. 

(v) 	 Options and alternatives: Customers need to feel that other option and 
alternatives are available to get what they want is accomplished and he is 
satisfied. Customers need to be educated and informed about variety of different 
products and services. They hereby don’ t want to waste precious time doing 
homework on their own to purchase desired product and services available in 
store. 
1. Safety. 
2. Performance. 
3. Appearance. 
4. Comfort. 
5. Economy. 
6. Durability. 

Identifying customer’s needs: In order to identify customer needs and make use of 
this information you will need to do three things: 

1. 	 Communicate effectively with your customers and find out how you can satisfy 
their needs better. 

2. 	 Establish ways to record and interpret customer feedback. 
3. 	 Use this information when making important decisions about marketing, 

buying, merchandising and selling. 

Factors Influencing Customer’s Behaviour 

The increasing income levels, new products, standard of living, competition in the 
market and increasing consumption patterns have contributed for the demand creation 
of these varied stores. Let us now identify some of the factors which influence the 
consumer behaviour. 

Social factors: The social factors that influence consumer behaviour in retailing are 
family, reference groups, social class, status or social position, interests, age, gender, 
marital status. We will discuss these factors briefly to understand their importance. 

(i) 	 Family: It is the most important factor which influences an individual as well as 
group in buying. Specially, in our country family plays very important role in 
consumer behaviour. For example, when you want to buy bike or laptop, your 
parents or your brother might influence your buying. When a person wants to buy 
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a car or even go for movies, he usually consults his friends or people who have 
used the product earlier. 

(ii) 	 Reference groups: These are second line of people from whom individual gets 
influenced in buying a particular type of goods and services. 

(iii) 	 Social class: There are three main categories of social class, namely lower 
class, middle class and upper class, which are divided on the basis of their living 
standard and buying power. 

(iv) 	 Status or Social position: It is one of the important factors, now-a-days. Our 
status influences our retail activities. For example, most of the famous 
personalities buy high value product i.e., they travel in big and branded cars like 
Mercedes/BMW or Ferrari and stays at 5 star hotels, etc. similarly also buy 
products from branded stores. 

(v) 	 Interests: Besides social factors, individual interest, culture, life style and 
personality also influences people for going for particular type of product. 
Individuals buy those products which satisfy their interest/requirement. People 
who are interested in sports will spend lots of money in buying sports goods like 
buying gym equipments, clothes, accessories, etc. 

Other factors: Other factors include income, age, gender, marital status, education 
level, time, and occupation. We will discuss these to understand their impact on 
retailing. 

(i) 	 Income: Income plays a very important role in retailing. When you have money 
to spend and buy things, he/she tend to have more needs/wants. Therefore they 
are likely to spend more. Retailers choose their store location and customers on 
this basis. 

(ii) 	 Age: Age also influences your buying activities. As we grow older, our needs or 
wants change. For example, when we are young we are happy with a toy but as 
we grow, our needs change and we wish to buy useful and costlier products, e.g. 
Laptop or ipad. 

(iii) 	 Gender (male/female): This also influences the retailing activities. Boys love to 
have sports goods and games where as girls tend buy cosmetics and dresses 
(clothes). Gender also influences the retailer to offer particular products and 
services such as colour, shape etc. For example, pink or pale colours for the girls 
departments, where as dark blue for the boys section in the retail store. 

(iv) 	 Marital status (married/unmarried): Married customers have different set of 
requirements as compared to unmarried customers. Married people are also 
likely to buy more regularly than the unmarried ones. 
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(v) 	 Education: Education also influences retail activities as it is useful in making 
right decision or choice and to judge the things in more logical manner. Educated 
customers are more informed and therefore, decide wisely. 

(vi) 	 Time: Customer who have long working hours tend to buy and store more goods 
because they have less time to shop. Based on this situation retailers have 
extended the store timings. 

(vii) 	 Occupation: Occupation of the customer also influences the retail activities. A 
person of an executive cadre will tend to buy different sets of clothes in 
comparison to a person of lower ranks. 

Session Plan 1: Conceptual Framework 

1. 	 Session Topic: Conceptual Framework 

2. 	 Objectives: To develop knowledge, skills of students in identifying difference 

between consumer and customer. 

3. 	 Material/ Equipment: Charts, sketch Pens, Rulers, Computer, Slides, Open 

Source Software for Slide Presentation, LCD Projector and Video on Introduction 

and Greeting 

4. 	 Preparations: 

• 	 Prepare point for interactive lectures 
• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic e.g. customer, consumer needs and behavior of 

customers, factors influencing customer behavior. 
3. 	Make an opening by explaining purpose and importance of the lectures and / 

or presentation. 
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4. 	 Introduce the topic in the class and provide relevant knowledge to the 
students. 

5. 	Make classes interactive by involving students in discussion on topic. 
6. 	Ask questions to the student related to topic with real examples. 
7. 	Provide opportunity to students to ask question related to the topic. 
8. 	Try to create environment of open group discussion on the topic. 
9. Clarify doubts and questions of students. 
10.Summarize the topic and emphasize on the key points. 

T2: Discussion 

1. 	Discuss with students about customer needs. 
2. 	Discuss factors influencing customer need. 
3. 	Take an example of one customer and discuss needs of customer and factors 

which can influence customer needs. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
a. Customer and consumer 
b. Needs and demands 

Part – B 

Students could answer the following questions: 
a. Who is customer? 
b. Who is consumer? 
c. What are customer needs? 
d. What are the factors affecting customer needs? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify a customer and a consumer 

Able to determine customer needs and wants. 

Able to list out factors influencing customer needs. 
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Sessi 

Relevant Knowledge 

ion 2: Effective Customer 

e 

 Service 

Always remember that a a satisfied customer will contribute to yo our business for years, 

through their purchases and through recommendations and refe errals of your business. 

Now let us try to unders stand the various aspects of an effective e customer service. But 

before we do that, let us first understand the 

consumer buying decisio on process.  


Consumer Buying Deciision Process 

The 6 stages of cons umer’s buying decision 
process are as follows: 

1. 	 Need - difference be etween the desired state 
and the actual condi ition. 

2. 	 Information searchh for alternatives- the 
customer contacts friends and relatives 
through the word d of mouth, watches 
television, reads new wspapers and magazines, etc. to enquire about products. 

1. Need 

2. Informat 

alternativ 

3. Evaluatio 

4. Purchase 

5. Purchase 

6. Post purc 

tion search for 

Slide1: CConsumer buying 
decision Pro ocess 

ives 

ion of alternatives 

e decision 

e 

chase evaluation 

3. 	 Evaluation of alterrnatives- the customer establishes cri iteria for evaluation of 
different brands of aa product and weighs the utility of the product based on the 
criteria.  

4. 	 Purchase decision-- takes a decision to buy a product 
5. 	 Purchase- the custo tomer purchases the product.  
6. 	 Post-purchase eva aluation: the customer uses the pro oduct and develops a 

perception dependin ng on the satisfaction or dissatisfaction fro om the product. 

Understand the custom mer: You should collect information abou ut your customers. You 
need to find out what your customers want. Once you have e identified your most 
valuable customers or b best potential customers, you can target t your highest levels of 
customer care towards them. You can collect information 
from: 

• 	 records of their c contacts with your business - phone
 
calls, meetings a and so on 


• 	 direct feedback -- if you ask them, customers will 

usually tell you w what they want 


• 	 feedback about your existing range - what it does 

and doesn't do 


• 	 enquiries about poossible new products or services the 

number of contactts with a customer each month 
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Customer’s satisfactio on: Customers preference or perceptio ons are influenced by 
various factors. The moost important factor is satisfaction. The le s evel of satisfaction can 
be increased by retail sto ore by providing following services. 

• Kind of produ ucts/services offered at the store e (providing quality 
products/services)). 

• Variety of goods/s services.  
• Value added serviices/facilities: Bonus points and discountss. 
• Presentation of go oods 
• Trained work forcee or employee 
• The professionalis sm, friendliness and expertise of your em mployees 
• The efficiency and d reliability in fulfilling orders 
• After-sales service e and dealing with customer’s complaints s. 
• Communication annd feedback with the customers. 

Customer care: Custom mer care involves putting systems in p place to maximize your 
customers' satisfaction w with your business. It should be a prime consideration for every 
business - your sales  and profitability depends on 
keeping your customers happy. 
 
Customer care is more  directly important in some roles 
than others. For recep ptionists, sales staff and other 
employees in custome er-facing roles, customer care 
should be a core elem ment of their job description and 
training, and a core criterrion when you're recruiting. 
 
Dealing effectively wit th customers: In order to deal 
with your customer effec ctively, you need to; 

• Develop knowledg ge of merchandise sold  
• Acknowledge/app proach customers ideally within 

one minute of theiir entering the department. 
• Be friendly, enthussiastic and make the customer feel welco ome. 
• Ask customers ap ppropriate questions to determine needs. 
• Offer merchandise e to customers, describing its features an nd benefits. 
• Sell related merchhandise in addition to the customer’s seelected item, wherever 

possible. 
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Session Plan 2: Effective Customer Service 

1. 	 Session Topic: Effective Customer Service 

2. 	 Objectives: To develop knowledge, skills of students in identifying effective 

customer services and dealing effectively with customer. 

3. 	 Material/ Equipment: Charts, Sketch Pens, Rulers, Computer, Slides, Open 

Source Software for Slide Presentation, LCD Projector and Video on Introduction 

and Greeting 

4. 	 Preparations: 

• Prepare point for interactive lectures 
• Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	 Prepare the points for the lecture 
2. 	 Introduce the topic e.g. customer, buying decision process, customer’s 

satisfaction and dealing effectively with customers. 
3. 	 Make an opening by explaining purpose and importance of the lectures 

and / or presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	 Make classes interactive by involving students in discussion on topic. 
6. 	 Ask questions to the student related to topic with real examples. 
7. 	 Provide opportunity to students to ask question related to the topic. 
8. 	 Try to create environment of open group discussion on the topic. 
9. 	 Clarify doubts and questions of students. 
10. 	 Summarize the topic and emphasize on the key points. 
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T2: Assignment 

Ask your students to visit nearest retail store, prepare 10 questions on buying decision 
and satisfaction asks customers to fill in store. On the Bases of observation and 
customer response write a report. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 
Student could differentiate between 
a. Valuable and Potential customer 

Part – B 

Students could answer the following questions: 
i. What is customer decision making process? 
ii. What is customer satisfaction? 
iii. How can customer deal effectively? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify customer decision making for a product in a 

given situation 

Able to identify effective services to deal with customer 
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Session 3: Customer Service in Retail 

Relevant Knowledge 

The process of ensuring customer satisfaction with a product or service, often, customer 
service takes place while performing a transaction for the customer, such as making a 
sale or returning an item. There are many more people working behind the scenes at a 
company than there are customer service representatives, yet it is primarily the 
personnel that interact directly with customers that form customers' perceptions of the 
company as a whole. 

Role of Customer Service 

Every retailer today is aiming at an attempt to make a casual customer into a loyal 
customer who develops a bond with the retail store he/she visits. Customer Service as a 
transactional exchange helps the marketer to understand the customer's sentiments 
and buying habits so that the customer can be provided with products and services 
before he starts demanding them. 

In this session we try to focus the role of Customer Service in Retail. A successful and 
effective customer service results in increase of customer’s value for the store. A good 
customer service should focus on: Building dynamic relationship with the customer, 
making customer service the key element to building customer loyalty to a store brand 
and to build a significant competitive advantage. 

Customer Service and Retail Industry: 

Retail industry has been growing multifold in India. The organized retail industry will be 
the center of gravity for the leading industrial groups in the periods to come. However, 
the success of any retail industry depends very greatly on how their customer service is 
effective. 

A better Customer Service in a retail store can be understood from the following: 
• 	 Retail stores use people to implement their technology, strategy and process. 
• 	 In fact all the employees are serving customer better not just sales, service and 

marketing people. 
• 	 Information regarding customer behaviour plays a very vital role to improve the 

customer service by store/ retailer. 
• 	 Customer service using technology and human skills helping retailers in 

expansion. 
• 	 Guiding business principles need to be reiterated in every business transaction to 

get success. 
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• 	 Dealing with market transformation and changing business models, 
understanding customer value system, etc., are the key for better customer 
service in retail. 

• 	 Retailers should understand the worth of a customer if he/she becomes loyal to a 
particular store. 

• 	 Create acceptance of the new customer centric business paradigm. 

Session Plan 3: Customer Service in Retail 

1. 	 Session Topic: Customer Service in Retail 

2. 	 Objectives: To develop knowledge, skills of students in identifying to role of 

customer service in retail. 

3. 	 Material/ Equipment: Charts, Sketch Pens, Rulers, Computer, Slides, Open 

Source Software for Slide Presentation, LCD Projector and Video on Introduction 

and Greeting 

4. 	 Preparations: 

• 	 Prepare point for interactive lectures 
• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	 Introduce the topic e.g. customer service and role of customer service in retail 
3. 	Make an opening by explaining purpose and importance of the lectures and / 

or presentation. 
4. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
5. 	Make classes interactive by involving students in discussion on topic. 
6. 	Ask questions to the student related to topic with real examples. 
7. 	Provide opportunity to students to ask question related to the topic. 
8. 	Try to create environment of open group discussion on the topic. 
9. Clarify doubts and questions of students. 
10.Summarize the topic and emphasize on the key points. 
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T2: Assignment 

Ask your students to visit retail store (one organized and one unorganized). Further ask 
them to write 10 best services offered by them to attract and retain their customers. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
a. Casual and legal customer 

Part – B 

Students could answer the following questions: 
a. What is customer Service? 
b. Customer Service in Retail? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify customer services in retail 
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Session 4: Elements of Customer Service in Retail 

Relevant Knowledge 

Custome se vice is an ext emely impo tant pa t of maintaining ongoing client 
elationship that is a key to continuing evenue. Fo this eason, many companies 

have wo ked ha d to inc ease thei custome satisfaction levels. 

Elements of Good Customer Service 

The basic elements of good custome se vices a e 
as follows: 

Communications skills 

F om the initial g eeting by the employee taking 
the call th ough the enti e conve sation, the 
custome is fo ming an opinion of and an attitude 
towa d you company as ega ds custome 
se vice. If the initial g eeting is ab upt, delive ed 
in a bo ed o less than f iendly tone of voice, 
then will easily pe ceive that company is not ve y 
custome f iendly. So that the effective 
communication plays a vital ole 

Effective "Face-to-Face" Interactions with 

1. Communication skills 
2. Effective “face-to-face” 

Interactions with 
customer 

3. The art of Listening to 
customers 

4. Learning to smooth a 
customer 

5. Adopting a new different 
perspective 

6. Monitoring and measuring 
effectiveness 

7. The role of top 
management. 

Slide1: Elements of good 
customer service 

Customers 

In many companies, of cou se, employees deal "face-to-face" with custome s each and 
eve y business day. Unlike telephone communications, in which custome s use only 
one of the five senses (sound) to evaluate you company and its appa ent attitude 
towa d custome s, these pe sonal encounte s offe custome s the use of at least two 
mo e of the five senses, i.e., sight and smell, upon which to fo m thei opinions. 

The Art of Listening to Customers 

Effective communication isn’t simply a one-way p oposition. Communication 
di ected towa d the custome is impo tant, but communication f om the custome is 
p obably even mo e impo tant. Want to know what a custome eally wants? Many 
times it’s eally as easy as listening to what the custome says (o doesn’t say). 
Obviously, to accomplish this feat one must develop good listening skills! 
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Learning to Smooth a Customer’s "Ruffled Feathers" 

Inevitably, an employee is bound to encounte a custome who is ang y, upset, and 
un easonable, unusually demanding, o "all of the above." Any effective custome 
se vice p og am will include t ied & t ue methods of dealing with this type of 
custome . 

Adopting a New, Different Perspective 

Consistently p oviding good custome se vice is ve y much a "team" effo t. Eve y 
single depa tment, eve y single employee in the company must tho oughly believe in 
and be absolutely committed to the effo t, as well as be suppo tive of othe "team" 
membe s. That oftentimes means taking pe sonal initiative when and if it’s equi ed, 
not "passing the buck" to othe membe s of the team. In a company dedicated to good 
custome se vice, the e is no place whatsoeve fo an attitude of "that’s not my job." 

Monitoring and Measuring Effectiveness 

An effective custome se vice p og am is always subject to f equent monito ing and 
measu ement. The e a e seve al info mal ways to conduct such monito ing and 
measu ement. One of the easiest and simplest ways is me ely to ask custome s 
themselves how well they think you’ e doing. This can be accomplished by using such 
basic tools as "bounce-back" custome satisfaction su vey ca ds, b ief "exit" inte views 
with custome s, etc. Anothe athe simple app oach is to utilize the time-tested 
MBWA (Management By Walking A ound) method. That is, company management 
me ely walks a ound and obse ves how well employees a e p oviding se vice to 
custome s. 

The Role of Top Management 

The best designed, most efficiently implemented custome se vice p og am will 
wo k only if top company management is genuinely committed to making it wo k. If 
employees pe ceive that top management is me ely paying "lip se vice" to the concept 
of p oviding good custome se vice, it is doomed to failu e. 

Advantages of Customer Service: 
• 	 Se ve Custome bette 
• 	 Inc ease custome evenues 
• 	 Acqui ing new custome s 
• 	 Sale p oducts mo e effectively 
• 	 Help sales staff close deals faste and make call cente s mo e efficient 
• 	 Developing o enhancing the value p oposition offe ed to custome s 
• 	 Enhancing custome loyalty and 
• 	 Retain custome s to inc ease p ofits 
• 	 Focused custome delive y & suppo t based on custome 's Segment 
• 	 Designing st ategic solutions fo enhancing effectiveness of p omotions & 

loyalty p og ams 
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Session Plan 4: Elements of Customer Service 

1. 	 Session Topic: Elements of Custome Se vice 

2. 	 Objectives: To develop knowledge, skills of students in identifying elements of 

best custome se vices. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto and Video on 

Int oduction and G eeting 

4. 	 Preparations: 

• 	 P epa e point fo inte active lectu es 

• A	� ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Int oduce the topic to the students. 

3. Make an opening by explaining pu pose and impo tance of the lectu es and/ 

o	� p esentation. 
4. Int oduce 	the topic in the class and p ovide elevant knowledge to the 

students. 

5. Make classes inte active by involving students in discussion on topic. 

6. Ask questions to the student elated to the topic with p actical examples. 

7. P ovide oppo tunity to students to ask question elated to the topic. 

8. T y to c eate envi onment of open g oup discussion on the topic. 

9. Cla ify doubts and questions of students. 

10.Summa ize the topic and emphasize on the key points. 
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T2: Assignment 

Ask you students to p epa e a cha t of elements of custome se vice with pictu es 
and also include advantages of custome se vices. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 
a. Elements of custome se vice 

Part – B 

Students could answe the following questions: 
a. What a e the advantages of custome se vice in etail? 
b. What a e the elements of effective custome se vices? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify majo 
se vices in etail. 

elements of effective custome 
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Introduction 

Packaging has become ve y impo tant pa t of p oduct management. Package is a 

containe in which a p oduct is offe ed fo sale. Packing is the p ocess of w apping a 

p oduct o putting a p oduct into packages o containe s. Acco ding to Philip Kotle , 

packaging is an activity, which is conside ed with p otection, economy, convenience 

and potential conside ation of a p oduct. It is conce ned with planning and designing 

of the packages, containe s and w appe s used. It is conside ed as the science, a t 

and technology of enclosing o w apping the p oducts fo dist ibution, sto age, sale 

and use. In etail business, the etaile s adopt consume packaging. It efe s to 

package, which is di ected towa ds a consume o household fo final consumption of 

the p oduct. 

In this unit, we will study the va ious aspects of packaging mate ials, equipments, 

p ocedu es of bagging and packaging, ma king and labeling, 
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Relevant Know 

Session 1: Packaging Mater 

wledge 

rials 

Methods of Packaging 

The etailing fi ms use vva ious types of packaging methods suc ch as glass, tin, pape , 
ca dboa ds, cellophane, , plastic, polythene, packaging, etc., acc co ding to the needs of 
the p oduct. 

Glass Packaging: It is th he cheap and t anspa ent method of packkaging which is used to 
give any shape and size e. It is ve y delicate, f agile and can be easily b oken. That is 
why glass package equi es anothe oute package of ca dboa d. . 
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Tin Containers Packaging: It is used fo liquid mate ials like ghee, oil etc.

    Aluminium Paper Packaging: It is used fo w apping chocolates, biscuits, ciga ettes 
etc. 
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Lead Packaging: It is used for making tubes of shaving creams, toothpaste, medicines 
etc. 

Paper and Cardboards Packaging: They are used for packaging the solid materials 
and offer an opportunity to present colourful and attractive matter on it. 
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Cellophane Packaging: It is used as a substitute for paper and to protect the inner 
contents from moisture. 

Plastic Packaging: It is very popular due to its durability, transparent, and air tight. 

Polythene Packaging: It is also gaining popularity for packaging daily used items like 
milk, ghee, juice etc. 
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Session Plan 1: Packaging Materials 

1. 	 Session Topic: Packaging Materials 

2. 	 Objectives: To develop knowledge and skills of students in identifying the 

competencies required in bagging and packaging while delivering goods. 

3. 	 Material/ Equipment: Charts, Sketch Pens, Rulers, Computer, Slides, Open 

Source Software for Slide Presentation, LCD Projector and Video on Introduction 

and Greeting 

4. 	 Preparations: 

• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	Make an opening by telling students the purpose of the lecture or 

presentation. 
3. 	 Introduce the topic in the class and provide relevant knowledge to the 

students. 
4. 	Explain about package, packaging and its methods. 
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5. 	Provide specific examples. 
6. 	 Involve students by giving them the opportunity to ask questions related to 

the topic. 
7. 	Clarify all doubts of students regarding the topic. 
8. 	Summarize the topic and emphasize on the key points. 
9. 	Check to make sure that each student understood the concept well. 

T2: Assignment 

Ask your students to prepare an assignment of different types of packaging/ pack its 
advantages and disadvantages with the use of suitable examples and pictures. 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 
i. Pack and packaging 
ii. Consumer packing and manufacture packing 
iii. Material and products. 

Part – B 

Students could answer the following questions: 
a. What is packaging? 
b. What is pack? 
c. What are the methods of packing? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify the various types of packaging material used 
in retail organization. 

Able to identify packing defects 

Able to identify methods of packing 
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Sessi 

Relevant Knowledge 

on 2: Use of Packaging Eq 

e 

uipment 

Equipment used in Packkaging 

The equipment which is s widely used in packaging a e bottle la abels, bottle cap feeds 
cap, case packs, inkjet codes, Lase code , bliste packaging, mmetal detection sh ink 
w appe t ay fo me s, bbottling labelle s, conveyo s, st etch w a appe s, the mofo ming 
packaging, skin packagin ng equipment, etc. 

Retail sto e packaging equipment includes, ba code eade ,, c edit ca d eade , 
came as, encode s ea ade s, hand held te minals, invento y coded ala m, 2-way 
mi o s, MICR eade s, CCash egiste s & Scales, contact (lead) management softwa e 
etc. 

Since many types of p packaging methods a e available the etaile s have to give 
conside ation to the foll lowing: 

a. Natu e of the p o oduct to be packed. 

b. Requi ements of tthe consume s. 
c. Extent of p otectiion equi ed. 
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d. 	Time gap between eceiving and delive y of goods. 
e. 	Cost of packaging inputs and manpowe equi ed. 
f. 	 Availability of packaging mate ials in the ma ket. 
g. 	Availability of supplie s of packaging mate ials. 
h. 	Re-usability of packets by the consume s and the fi ms. 
i. 	 Envi onmental p otection in the use of packaging mate ials. 
j. 	 Need fo ma keting appeal. 

The fi ms have been using diffe ent types of mate ials in its packaging methods. The 
mate ials used in packaging a e polyp opylene, o iented polysty ene, foamed 
polysty ene, molded fibe , polyethylene p essed pape boa ds, aluminum, glass 
metals, tin-f ee steel, plastics, polyolefins, nylon, pape and pape boa ds, 
laminations and co-ext usions, polysty ene, g easep oof pape , fibe boa d, jute 
made bags, pape bags, polythene bags etc. 

Exercise: Assignment 

1. Visit any nea by Retail sto e, inte act with the owne s and employees and ask the 
following questions and eco d thei opinions/ eplies in not mo e than 50 wo ds. 

A. 	 Questions to Employees 

1. What is the p oduct package equipment used at you etail o ganisation? 

2. Do you find the usage of equipment is simple and technical aspects a e easy 
to follow? 

3. Have you given any demonst ation of Packaging equipment to ensu e safety 
and secu ity in its use? 

B. 	 Questions to Employees 

1. Do you think the Packaging equipment is difficult to ope ate? 
2. Do 	 the employees offe ed any t aining classes to acquaint with the 

packaging equipment? 
3. Do the employees p ovide the fi st aid in case of inju y in ope ating the 

equipment? 

Session Plan 2: Use of packaging Equipments 

1. 	 Session Topic: Use of packaging equipments 

2. 	 Objectives: To develop knowledge and skills of students in identifying va ious 

types and p ocedu e of equipments used fo bagging and packaging. 
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3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 
Sou ce Softwa e fo Slide P esentation, LCD P ojecto and Video on 
Int oduction and G eeting 

4. 	 Preparations: 

• A	� ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. 	 P epa e the points fo the lectu e 

2. 	 Make an opening by telling students the pu pose of the lectu e o 

p esentation. 

3. 	 Int oduce the topic in the class and p ovide elevant knowledge to the 

students. 

4. 	 Explain about equipments used in packaging and va ious methods of 

packaging. 

5. 	 P ovide specific examples. 

6. 	 Involve students by giving them the oppo tunity to ask questions elated 

to the topic. 

7. 	 Cla ify all doubts of students ega ding the topic. 

8. 	 Summa ize the topic and emphasize on the key points. 

9. 	 Check to make su e that each student unde stand the concept well. 

T2: Assignment 

Ask you students to p epa e an assignment of diffe ent types of packaging/ pack its 
advantages and disadvantages with the use of suitable examples and pictu es. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 
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Part – A 

Student could diffe entiate between 
a. Diffe ent equipments used in packaging. 

Part – B 

Students could answe the following questions: 
a. What a e the equipments used in packaging? 
b. What is the method and p ocess of packaging used fo diffe ent types of 

p oducts? 
c. What a e the advantages and disadvantages of va ious equipments used fo 

packaging? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify equipments used fo packaging 

Able to identify methods suitable to types of p oducts fo 
packaging 

Able to unde stand the applicability of equipments used fo 
packaging. 
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Session 3: Procedure for Bagging 

Relevant Knowledge 

Retail Bagge s in Retail Hype ma kets Pe fo m the ole of helpe s, who pick, pack and 
assemble p oducts and supplies on the sto e acks/ shelves and help in delive ing 
p oduct and se vices to custome s. 

Bagge s eceive and sto e goods in Retail sto es. They a e equi ed to assist in a 
va iety of activities elated to sto e ope ations including maintaining sto e clea ness 
and hygiene help in o ganizing me chandise and hygiene, putting togethe 
me chandise and handling and assembling of p oduct on etail sto e shelves. 

Retail Bagge s a e equi ed to be acquainted with basic sto e ope ation of stock-
keeping and custome se vice/delive y. 

The p ocedu e fo Bagging is as follows: 

a. Check whethe all the p oducts a e with you which a e due fo delive y to 
custome . 

b. Check whethe you have equipment and Pape wo k needs fo delive y. 
c. Check that you have all the delive y details you need and get the delive y 

add ess. 
d. Plan a schedule of delive ies which ensu es best use of time and othe 

esou ces. 
e. T anspo t p oducts at the times ag eed with and secu ely. 
f. Delive p oducts at the time ag eed with custome . 
g. T eat the custome cou teously th oughout the delive y p ocess.. 
h. Update eco ds of delive y and non-delive y p omptly and in line with company 

p ocedu es. 
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Thus, Retaile bagge s pe fo m numbe of functions ight f om eceiving goods fo 
delive y to physical delive y of goods to the custome s. A etail ope ation employs 
bagge s solely fo the pu pose of imp oving this custome s’ Pu chase expe ience at 
the point of sale. The efo e, in addition to inc easing the speed and efficiency of the 
check-out p ocess, bagge s a e a key point of custome contact. By inte acting with 
custome s in a polite, f iendly and accommodating manne , bagge s help to c eate 
the best possible last imp ession with each custome . 

Session Plan 3: Procedure for Bagging 

1. 	 Session Topic: P ocedu e fo Bagging 

2. 	 Objectives: To develop knowledge and skills of the students in identifying 

p ocedu e used in packaging of mate ials. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto and Video on 

Int oduction and G eeting 

4. 	 Preparations: 

• . 

• A	� ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. 	 P epa e the points fo the lectu e 

2. 	 Make an opening by telling students the pu pose of the lectu e o 

p esentation. 

3. 	 Int oduce the topic in the class and p ovide elevant knowledge to the 

students. 

4. 	 Explain you student about p ocedu es of packaging. 

5. 	 P ovide specific examples. 

6. 	 Involve students by giving them the oppo tunity to ask questions elated 

to the topic. 

7. 	 Cla ify all doubts of students ega ding the topic. 

8. 	 Summa ize the topic and emphasize on the key points. 

9. 	 Check to make su e that each student unde stood the concept well. 
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T2: Assignment 

Ask you students to collect diffe ent types of pack, paste then on pape and w ite 
about packaging its use fo types of p oducts. Also include advantages, disadvantages 
and suggestion fo imp ovement in the packaging. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 
a. P ocedu e and methods of packaging. 

Part – B 

Students could answe the following questions: 
a. Who is a bagge ? 
b. What a e the functions of bagge ? 
c. What is the p ocedu e of bagging 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify functions of bagge 

Able to identify p ocedu e fo bagging 
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Session 4: Marking and Labeling 

Relevant Knowledge 

Ma king efe s to symbol, design, distinctive, colou ing used fo ecognizing the 
p oduct in the etail sto e. The ma king may be classified as B and ma k and T ade 
ma k. B and ma k is that pa t of a b and which can be ecognized but is not utte 
able. T ade ma k is a legal ight to p otect a b and name o a b and ma k used by 
many ma kete s to assu e the custome s that they a e pu chasing an authentic b and 
at a ight time. It is egiste ed with Gove nment o de , the T ade and Me chandise 
Ma ks Act 1958. Hence, the b and names, which a e  egiste ed with gove nment, a e 
called as T adema ks. 

The va ious types of ma kings a e ISI ma k, FPO ma k, and Agma k. The use of ISI 
ma k ensu es the quality of p oduct. The Indian Standa d Institute ce tifies the 
quality of p oduct and ISI ma king became popula with setting up of Bu eau of Indian 
Standa d in 1986. The Food P ocessing O de (FPO) ma k is p ovided in the ules 
f amed unde the P evention of Food Adulte ation, Act, 1954. The ma k is mainly 
used fo food items like jam, pickles, sauces, squashes etc. The Agma k is used fo 
ag icultu e p oducts and is issued by autho ities constituted unde the Ag icultu al 
P oduces (G ading and Ma king) Act 1937. 

Fig. Marking Equipments 
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Va ious p oduct ma king equipment used by the ent ep eneu s a e lase ma king 
equipment, metal ma king machine, fib e lase ma king etc. The lase ma king is a 
pe manent, accu ate, faste and flexible method of ma king. It can ma k logo, alpha 
nume ic, se ial numbe , ba code, mat ix code, image etc. 

Product Labeling 

Befo e we unde stand, the meaning of labeling let us know concept Label: 

Label: It efe s to anything- may be a piece of pape , p inted statement, imp inted 
metal, leathe - which is eithe a pa t of a package o attached to it, indicating value 
of -contents of p ice of p oduct, name and place of p oduce s It ca ies ve bal 
info mation about the p oduct, p oduce o such useful info mation to be beneficial 
to the use . Thus, label is an info mation tag, w appe s o seal attached to a p oduct 
o p oduct's package. 

Fig. Labels 

Labeling: It efe s to the act of attaching o bagging labels. 

Purposes of Labeling 

The pu poses of Labeling a e: 

a) To b ing home the p oduct featu es 

b) To facilitate the exchange of goods 

c) To encou age self-se vice 

d) To know about the p oduct and its p oduce 

e) To get info mation on date of manufactu ing and expi y. 
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f) To lea n about th he ing edients used in the p oduct 

g) To know the p oc cess of usage of p oduct 

h) To lea n the namee of the manufactu es and to examine hhis c edentials 

i) To unde stand the e volume and weight of the p oduct. 


Types of Labeling 

The e a e th ee types of f labeling viz., B and Label, G ade Label l and Desc iptive Label 

a. 	 Brand Label: It is used to make a b and mo e popula . . People may p efe to 
buy the goods by watching the b and only. 

b. 	 Grade Label: It t tells about the quality o g ade of the e p oduct. G ade Label 
uses a lette o a numbe o even a wo d fo p oduc cts identification. It is 
no mally used fo pe ishable and non-pe ishable p oducts s. 
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c. 	 Descriptive Labe el: It p ovides maximum info mation about p oduct to the 
consume . It give es info mation on composition, usage, ssto age, colou , p ice, 
date of manufactuu ing, expi y date etc. 

Labeling Equipments 
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Session Plan 4: Marking and Labeling 

1. 	 Session Topic: Ma king and Labeling 

2. 	 Objectives: To develop knowledge and skills of students in identifying types 

methods and pu pose of ma king and labeling used in etail. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto and Video on 

Int oduction and G eeting 
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4. Preparations: 

• 
• A	� ange all the mate ial well in advance. 

5. Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. 	 P epa e the points fo the lectu e 

2. 	 Make an opening by telling students the pu pose of the lectu e o 

p esentation. 

3. 	 Int oduce the topic in the class and p ovide elevant knowledge to the 

students. 

4. 	 Explain you students about concept of ma king and labeling, its types, 

pu pose and methods used fo ma king and labeling of the p oducts. 

5. 	 P ovide specific examples. 

6. 	 Involve students by giving them the oppo tunity to ask questions elated 

to the topic. 

7. 	 Cla ify all doubts of students ega ding the topic. 

8. 	 Summa ize the topic and emphasize on the key points. 

9. 	 Check to make su e that each student unde stood the concept well. 

T2: Assignment 

Ask you students to p epa e an assignment of labeling desc ibe its types and pu pose. 

Procedure 
• 	 Ask students to collect diffe ent ba d’s labels and ma king f om magazine, 

news pape etc. 

• 	 Cut those labels and paste on a pape . 

• 	 Ask them to w ite note on that label with its type and pu pose. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

136 



  

 

   
 

     
      
       

   
 

      
     
       
       
      
 

   

        
             

        
 

    

         

           

           

 
  
  

 
   
  

 
 

  
 

 

    
        

   

 

    

   

Part – A 

Student could diffe entiate between 
a. B and name and t ade ma k 
b. B and label and G ade label 

Part – B 

Students could answe the following questions: 
a. What is desc iptive label? 
b. What a e diffe ent types of labels? 
c. What is the pu pose of label? 
d. What is ma king and labeling? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify diffe ent types of labels 

Able to diffe entiate between b and name and t ade ma k 

Able to unde stand laws pe taining to ma king and labeling. 
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Introduction  

 

Human safety mainly foccuses on the safety of health, hygiene a and envi onment of all 
the people including th he custome s, employees and managem ment. Eve yone in the 
wo kplace, including th he employe , supe viso , wo ke s, supe e viso , employees and 
custome s have a  esponnsibility to p omote hygiene and safety. 

 

The uno ganized  etailing activity is not  egiste ed byy any statute o  legal 
p ovisions. This secto  is cha acte ized by small and scattee ed units which sell 
p oducts o  se vices out t of a fixed o  mobile location. 
Mostly these t aditional l units include mand s, haats, 
melas, and the local ba an ya/ k ranas, paanwala, and 
othe s like cobble , vegeetable and f uit vendo s, f uit 
juice selle s, etc. a e also a pa t of uno ganized 
 etailing Most of these e units do not follow basic 
hygiene o  safety p act tices. On the othe  hand, the 
o ganized  etail busin ness establishments maintain 
hygiene and safety by p acticing housekeeping and 
gua ding against any mis-happenings due to the 
negligence of pe sonnel l wo king in  etail sto e, anti-
social elements, and eveen natu al calamities.  

 

The th eats to th he basic safety at a  etail outlet may bbe in the fo m of any 
ha m to the human be eings, buildings o  p oducts. 
This can be in the fo m m of fi e in the building which 
may cause even loss of human life. It may also be in 
the fo m of p oduc ct loss th ough imp ope  
housekeeping o  shopli ifting. Basic safety p actices 
help in  educing the cha ances of this loss o  damage in 
a  etail sto e.  

 

This Unit will helpp you to lea n about the basic 
housekeeping and safe ety p actices that a e to be 
adopted at the  etail sto o e to p ovide a hygienic, safe 
and secu e envi onmen nt to both the custome s and 
the employees. 
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Session 1 

Relevant Knowledge 

1: Basic Hygiene and Safet 

e 

ty Practices 

Any etail sto e may ha ave fabulous me chandise to sell, 
but if the sto e is di ty aand cleanliness and hygiene is not 
maintained, it will leav ve a ve y bad imp ession in the 
minds of the custom me . It will have long te m 
implications such as advve se publicity. Sto e cleanliness 
is an impo tant pa t of etail. Custome s want to shop in 
a clean, well-lighted stoo e so they have confidence that 
the me chandise pu ch hased the e is also clean and of 
good quality. 

With the use of mo ops, mic ofibe , sc ubbe d ie 
machines, etc., maintaiining cleanliness at the etail sto e hass become much easie 
and quicke . Cleane s oo housekeepe s at the sto e a e t aine ed in the use of these 
equipment and mate ial ls. 

Housekeeping at the eetail is an ongoing task. Following a e ssome of the points fo 
maintaining consistent ccleaning and hygiene. 

Plan a cleaning schedul le 

If you a e In-cha ge of the housekeeping, then make a list of 
things to be cleaned eeve y day, on weekends o monthly. 
P epa e a cleaning sch hedule of all the cleaning tasks that 
needs to be pe fo me ed in the sto e. Assign tasks to the 
housekeeping staff. Allo ocate pa ticula jobs to diffe ent shifts 
and/o to ce tain empl loyees. Make a cha t indicating which 
duties a e to be accomp plished on which days. 

Give a copy of the sche edule to the staff so that they a e well 
awa e of thei duties annd timings and could also efe to the 
schedule f om time to tiime. Follow up with the staff to ensu e 
that the jobs a e being g completed on schedule. Some of the 
tips that you need tto keep in mind while maintaining 
cleanliness of the sto e aa e as follows: 

Always keep your e tra a ce clea 

• Sto e name boa d an nd logo at the ent ance should be neatly maintained. 
• The ent ance should be clean and inviting. 
• Secu ity check points s should be f ee f om litte and should b be p esentable. 
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• 	 Pa king a ea should be clean and b ightly lit (at nights). 

Keep the fro t doors glitteri gly 

Custome s gene ally assume that if the f ont doo is di ty, est of the sto e will also 
be di ty. Glass doo should be clean and f ee of finge p ints. Make it a p io ity to dust 
and use glass cleane eve y mo ning and afte eve y 1 to 2 hou s. 

Regularly clea from shoulders to k ees 

Custome s notice majo ity of ‘me chandising’ between thei shoulde s and knees. 
Ensu e that the shelves/display in this a ea a e always kept clean. Sta t at the top 
and wo k you way down, then move f om f ont to back. 

Behi d the sce e 

If the custome uses a t ial oom, keep it spotless and litte f ee. Most of a custome 's 
buying decision happens in a t ial oom. 

Mai tai clea washrooms 
• 	 Custome s can use the wash oom anytime. 
• 	 Ensu e that the wash ooms a e clean. 
• 	 Ensu e to give utmost ca e to the staff wash ooms as well. This will keep thei 

motivation level high and maintain hygiene standa ds. 

Clutter free 

• 	 Boxes, pallets, olling acks, shipping mate ials, etc., needed fo the ope ation 
of the sto e should be out of site o neatly sto ed away f om the t affic flow in 
the sto e. 

Ease of shoppi g 

• 	 Ove stocking of me chandise can be ove whelming to the custome and they 
can ‘assume’ you sto e is messy me ely because of the volume of 
me chandise. It should be easy to move a ound in the sto e. 

• 	 Make ce tain that the e is enough space fo a st olle o wheelchai should 
easily move a ound the sto e. 

Perceptio of the Customer 

• 	 Custome s can make an assumption of whethe a sto e is clean based on what 
they smell, see, hea and touch. A dusty hand- ailing o a noisy lift doo is not 
accepted by the custome s. 

Check-out area 

The most impo tant a ea of the sto e, no matte what kind, is the place you exchange 
the custome ’s money fo something they value, you me chandise. 
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Other Good Housekeeping Practices 

1. Obstructio s free 

• 	 Don’t leave me chandise o othe items in walkways, co ido s, on the sales 
floo , in the stock ooms o anywhe e else whe e it will cause obst uction. 

• 	 Don’t leave d awe s open. 
• 	 Keep eve ything in its p ope place and put things away afte use. 

2. Litter free 

• 	 If you d op anything, pick it up immediately. 
• 	 If you see something someone else has d opped, then pick it up and point it out 

to them. 

3. No Spillage 

• 	 If you spill something, you must clean it up immediately. 
• 	 If you see a spillage, eithe clean it up o e ect a dange sign to wa n othe s. 

Ensu e the spillage is cleaned up immediately. Follow sto e p ocedu e. 
• 	 In wet weathe be awa e of any moistu e t ansfe ed into the sto e on 

custome s’ shoes o umb ellas and deal with it immediately. Assist custome s 
to put away wet bags, umb ellas etc. E ect a dange sign if app op iate. 

Session Plan 1: Basic Hygiene and Safety Practices 

1. 	 Session Topic: Basic Hygiene and Safety Practices 

2. 	 Objectives: To develop knowledge and skills of students in identifying 

importance of maintaining hygiene conditions in retail. 

3. 	 Material/ Equipment: Charts, Sketch Pens, Rulers, Computer, Slides, Open 

Source Software for slide Presentation, LCD Projector. 

4. 	 Preparations: 

• 	 . 
• 	 Arrange all the material well in advance. 

5. 	 Teaching/ Training Methodology 
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T1: Interactive lecture 

Duration: 1 Hour 

Process: 

1. 	Prepare the points for the lecture 
2. 	Make an opening by telling students the purpose of the lecture or 

presentation. 
3. 	 Introduce the topic e.g. concept of hygiene and Safety practices, planning of 

cleaning schedule and good housekeeping practices. 
4. 	Provide specific examples. 
5. 	 Involve students by giving them the opportunity to ask questions related to the 

topic. 
6. 	Clarify any questions student to may ask. 
7. 	Summarize the topic and emphasize on the key points. 
8. 	Check to make sure that each student understood the concept of Hygiene & 

Safety at workplace. 

T2: Assignment 

Ask your students to observe for the following hygiene and safety practices assists at 
the school premises. Tick mark at the appropriate. 

Sl. 
No. 

Activity or Situation Yes No 

1. Front door is clean and glittering 

2. Corridor is clean and glittering 

3. Play ground and class rooms are clean. 

4. All trash and scrap are in proper container 

5. Table and chair are cleaned regularly. 

6. Hazardous materials are kept in approved marked 
containers. 

7. School is free of accumulated combustible materials 
and waste 

8. Air vents and filters to maintain ventilation efficiency. 

9. Equipment and materials are stored in their 
assigned location. 
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10. Spills are element immediately 

11. Procedures for cleaning are followed as per 
instructions of the In-charge housekeeping 

12. Employee are trained in housekeeping 

13. Washrooms are clean with necessary toiletries 

Check List for assessment activity 

Use the following checklist to check whether your students could meet all the 
requirements for assessment. 

Part – A 

Student could differentiate between 

i. Health and hygiene 
ii. Safety and hygiene 

Part – B 

Students could answer the following questions: 
a. Why is it important to maintain hygienic conditions at workplace? 
b. Why is it important to keep walkways and corridors obstruction free? 
c. What are good housekeeping practices? 

Part – C 

Students demonstrate the generic, technical, professional and organizational knowledge 
and skills in order to perform up to the required standards the performance standards 
may include but not limited to: 

Performance Standard Yes No 

Able to identify Hygiene practices 

Able to identify Safety Practices 
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Session 2: Potential Hazards 

Relevant Knowledge 

Human safety in the workplace means having an environment, free from injury and 
hazards. Proper processes and procedures will allow employees to work without 
worrying about their safety. Every retailer faces a unique set of human safety 
challenges in the form of fire, pest, electrical hazards, etc. These hazards can be 
minimized by taking various safety measures like using safety accessories. 

Potential Hazards 

Employees in retail department stores, supermarkets and other retail stores may face 
hazards from exposure to live electricity. Contact with electrical equipment can cause 
shock, burns, accidents and even death. Electric shock injuries are a danger when retail 
workers are exposed to live wiring, temporary wiring and damaged electrical equipment, 
especially when adequate training has not been given. 

In case of any health emergency at workplace, the ill or injured person should be given 
immediate attention and first aid before the medical help arrives. It could be (i) electric 
shock, (ii) difficulty in breathing due to asthmatic attack, (iii) burns, (iv) bleeding, (v) 
injury, (vi) fracture, (vii) heart attack, etc. 

In departmental stores and other retail stores, exposed temporary wiring and damaged 
flexible cords can cause injury. Product displays and newly designed areas are 
frequently installed without permanent wiring. Back of the store stockrooms may have 
damaged wiring, temporary fixtures and obsolete electrical equipment. Retail workers 
should visually inspect all electrical wiring regularly to check for breaks and other 
defects. All electric outlet boxes should be covered. All switch boxes and circuits should 
be labelled. 

Some common health and safety concerns or problems in retail, their signs or 
symptoms and their preventive measures are as follows: 

1. 	Musculoskeletal injuries (sprains and strains): It includes swelling, redness, 
difficulty moving a particular body part, numbness, tingling, and pain. Avoid long 
periods of repetitive movement, take micro-breaks, and change your position. You 
should avoid awkward positions and use an adjustable chair. 

2. 	Lifting and handling materials: Improper lifting and handling of heavy or bulky 
objects is a major source of sprains, neck and back injuries, cuts, bruises, broken 
bones, and hernias. To prevent the occurrence, you should lift smaller loads by 
planning and adjusting weight distribution ahead of time. Always hold the object you 
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are lifting as close to o your body as possible and bend at yoour knees, not at your 
waist. This will help yyou keep your center of balance and lett the strong muscles in 
your legs do the lifting g. 

3. Slips, trips, and falls s: It generally happens on slippery floors s, particularly on a rainy 
day or freshly washed d floors. Cluttered walkways in retail and s storage areas may also 
cause trips and falls. Wear well-fitting non-slip footwear. Kee ep walkways and work 
areas clear of boxes, aand other material. Report the spill to the e person responsible for 
ensuring the spill is c leaned up and till the time it is cleaned mark the area to warn 
others. Be sure you c can see where you are going when carry ying large items. Use a 
stepladder rather than n a chair or crate to reach high items. 

Preventing and Extingu uishing Small Fires 

Fire Preventive Clothes s 

Fire may sometime occ cur in retail stores 
due to inflammable and combustible 
materials, electrical maalfunctioning, open 
flames, sparks, hot surfa aces, smoking and 
unsafe storage of chemiccal products. 

Smoke Detector: A sm moke detector is a 
device that detects smo oke, typically as an 
indicator of fire. It is a popular device for 
alarming the fire. 

Fire Extinguisher 

A fire extinguisher or sim mply an extinguisher is a device used 
to extinguish fires or co ontrol small fires, often in emergency 
situations. It cannot be u used in a situation where fire is out of 
control or fire that ha as spread to a large area. A fire 
extinguisher consists oof a hand-held cylindrical pressure 
vessel containing a fire e extinguishing agent, which can be 
discharged to extinguish h a fire. Fire extinguishers can be categoriized on the basis of fire 
caused by different mate erials. 

Classification of Fires: : Most fires that occur will fall into one o or more of the following 
classes: 

Class A: Fires involvingg ordinary combustible materials, such as paper, wood, and 
textile fibers. Cooling, blanketing, or wetting extinguishing agents are used for 
extinguishing such fire es. 
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Class B: Fires involving flammable liquids such as gasoline, thinners, oil-based paints 
and greases. Extinguishers for this type of fire include carbon dioxide, dry 
chemical and halogenated agent types. 

Class C: Fires involving energized electrical 
equipment. The most common type of extinguisher for 
this class is carbon dioxide extinguisher. 

Class D: Fires involving combustible metals such as 
magnesium, sodium, potassium, titanium, and 
aluminum.  

Special dry powder*extinguishing agents are 
required for this class of fire, and must be tailored 
to the specific hazardous metal. 

Class K: Fires involving commercial cooking 
appliances with vegetable oils, animal oils, or fats at 
high temperatures. 

A wet potassium acetate, low pH-based agent is 
used for this class of fire. This is also called as 
class F fire. 

Fire Extinguishers 

The colour coding of fire extinguishers is as follows: 

• Water – Red 
• Foam - Cream 
• Dry Powder - Blue 
• Carbon Dioxide (CO2) - Black 
• Halon - Green 
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Particulars Specifications and Uses 
Water-Carbon • Type - Upright and trolley mounted 
Dioxide type Fire • Capacity – 9, 50, 135, 150 litres 
Extinguisher • Suitable for Extinguishing Fires of Woo od, Paper, Cotton and 

Jute 
Foam type Fire • Type - Inverted, upright and trolley 
Extinguisher • Capacity - 9, 50, 150 litres 

• Suitable for Fighting Fire of Petrol, , Oil, Paints, Spirits, 
Chemicals and Flammable Liquid Fires 

Dry Chemical 
Powder type Fire 
Extinguisher 

• Type-Upright Trolley and Trailer Mountedd 
• Capacity - 1, 2, 5, 10, 25, 50, 75, 150, 30 00 kg 
• Suitable for Fighting Fire of Oils, Sollvents, Gases, Paints, 

Varnish, Electrical Wiring, Live Machiinery Fire, Flammable 
Liquid and Gas Fires 

Carbon Dioxide • Upright and trolley mounted 
type Fire • Capacity - 2, 3, 4, 5, 6.5, 9, 22.5, 45 kg 
Extinguisher • Suitable for fighting fire of all Flammab ble Liquids Gases, Live 

and Delicate Machinery Fires, Electriccal and Sophisticated 
Electronic Equipment Fires 

Steps followed in using a fire extinguisher 

The va ious steps fofollowed fo using a fi e 
extinguishe . To emembbe the sequence of the steps, 
you may lea n it as ‘PAS SS’ i.e., Pull, Aim, Squeeze and 
Sweep. 

Step 1: Pull the pin o ing of the extinguishe . This 
will allow you to sque eeze the handle in o de to 
discha ge the extinguish hing agent i.e., wate , ca bon 
dioxide, foam, etc. 

Step 2: Aim the nozzle e at the base of the fi e, but 
maintain a distance of aat least 6 feet away f om the fi e. 

Step 3: Squeeze o P ess the handle togethe . This will ele ease the extinguishing 
agent. 

Step 4: Sweep the nozz zle f om side to side, aiming at the basee of the fi e. Continue 
until the fi e is extinguis shed. 
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Session Plan 2: Potential Hazards 

1. 	 Session Topic: Potential Haza ds 

2. 	 Objectives: To develop knowledge and skills of students in identifying 

potential haza ds and safety p actices to educe isks. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce softwa e fo Slide P esentation, LCD P ojecto . 

4. 	 Preparations: 

• Make necessa y a angements such as slide p epa ation well in advance. 

• 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture: 


Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Make 	an opening by telling students the pu pose of the lectu e o 

p esentation. 

3. Int oduce 	the topic e.g. about potential haza ds, types of potential 

haza ds, common health and safety conce ns in etail thei sign o 

symptoms and thei p eventive measu e. 

4. Explain about fi e extinguishing and its p ocess of ope ation. 

5. You 	may also use slide p esentation with pictu es fo explaining the 

va ious aspects. 

6. P ovide specific examples. 

7. Involve students by giving them the oppo tunity to ask question 	 elated 
to the topic. 

8. Cla ify any que ies of the student. 

9. Summa ize the topic and emphasize on the key points. 

10.Check to make su e that each student unde stood the topic well. 


T2: Assignment 

Ask you students to p epa e a cha t of fi e extinguishe and its classification use 
steps followed in using fi e extinguishe and explain well with the use of pictu es. 
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Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 
a. Classes of fi es 
b. Types of fi e extinguishe 
c. Common safety and health p oblems. 

Part – B 

Students could answe the following questions: 
a. What is the classification of fi e extinguishe ? 
b. What a e the steps followed in using fi e extinguishe ? 
c. What a e potential haza ds? 
d. What a e the common signs of haza ds and thei p eventive measu es? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance standards Yes No 

Able to identify potential health haza ds and isks at 
wo kplace. 

List the measu es to be taken fo p eventing health 
eme gency in a given scena io. 

Able to demonst ate the p ocedu e fo extinguishing 
small fi es. 
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Session 3: Safety Measures at Workplace 

Relevant Knowledge 

Safety Accessories 

The specially designed clothes o accesso ies wo n by employees p ovide p otection 
against health and safety haza ds. Pe sonal P otective Equipment (PPE) o accesso ies 
a e designed to p otect pa ts of the body. These accesso ies should be used as pe the 
specifications o equi ements. Fo example, if you a e wo king in a high intensity 
light a ea, you should wea p otective glasses. If you a e handling food, then you must 
wea an ap on and polythene gloves fo maintaining hygiene. 

1. 	Safety vest: It is used when wo king a ound moving equipment such as fo klifts 

and vehicles. 

2. 	Work gloves and safety shoes: These a e used when handling ga bage o wo king 

in sto age a eas. 

3. 	Disposable gloves: Disposable gloves should be wo n when wo king in a g oce y o 

cleaning bath ooms. 

4. 	Cut-resistant gloves: These should be wo n while using knives and sha p 

equipment o du ing cleaning ope ations. 

5. 	Eye protection and gloves: These can be wo n fo p otection f om excessive light 

and chemicals. 

6. 	Hearing protection: It is wo n fo p otection f om loud noise. 

Refusing unsafe work 

If you think a task is likely to endange you o you co-wo ke s, don’t be af aid to 
speak up. You have the ight to epo t any wo kplace inju y o disease. Remembe , 
unde Health and Safety Legislation you have a duty to epo t haza ds, to wo k safely 
without endange ing othe s, to use tools and equipment in the p ope manne and to 
use safety equipment that is p ovided. 

Employees a e equi ed to obse ve the following: 

1. 	 Know the signs and symptoms of e gonomic inju ies such as numbness, tingling, 

and/o pain. 

2. 	 Repo t symptoms and inju ies to you supe viso . 

3. 	 Use good lifting techniques when handling and lifting mate ials by keeping a 

st aight back and using you leg muscles to powe the lift. 

4. 	 Avoid excessive o epetitive eaches fo mate ials. Sto e mate ials p ope ly so 

they a e easy to access. 
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5. 	 Walk, do not un as you cannot spot the haza d if you a e unning. 

6. 	 Always use the hand ail on stai s and escalato s. 

7. 	 Don’t ca y things that obscu e you vision. 

8. 	 Neve leave obstacles on stai s. 

9. 	 Wea shoes that a e comfo table and fit well. Avoid wea ing shoes that will 

inc ease isk of falling o slipping. 

10. 	Finally always be ale t at all times fo haza ds. 

First Aid Facility 

Fi st Aid in the wo kplace means p oviding the initial t eatment and life suppo t fo 
people suffe ing an inju y o illness at wo k. Fi st Aid facilities should be located at a 
point convenient to wo ke s. 

Dealing with Irate Customers 

If the employee wo k in etail, it is almost inevitable that his/he will have to deal 
with an i ate custome at some point. Follow these guidelines fo dealing with i ate 
custome s: 

• 	 Focus on the emotions fi st, t y to emain calm, and t y to calm the othe 
pe son. 

• 	 T y to avoid escalating the situation. Find ways to help the i ate custome save 
face. 

• 	 Listen ca efully and t y to put you self in the custome ’s shoes, so you can 
bette unde stand how to solve the p oblem. 

• 	 If you can’t add ess thei conce n, take the custome ’s name and numbe and 
p omise to fo wa d the info mation to you manage o supe viso . 

• 	 If you cannot calm the pe son, ask fo help. 
• 	 See the safety tips on the following pages fo handling money, ha assment, 

dealing with shoplifting and obbe y, and wo king alone. 

Handling Money 

Handling money can expose you to the potential fo violence. The employe of etail 
o ganization should have p ocedu es in place to help the employee stay safe when 
handling money. The following a e safety tips: 

• 	 Handle money at a location away f om ent ances and exits. 
• 	 Keep as little cash in the cash egiste as possible. 
• 	 Place la ge bills in a d op box, safe, o st ong oom that is out of sight. 
• 	 Va y the time and oute fo making bank deposits. 
• 	 Avoid making bank deposits at night. 
• 	 Don’t ca y money in bags that make it obvious you’ e ca ying cash. 
• 	 Make deposits with a co-wo ke , if possible. The cowo ke should face away 

f om the deposito y to keep an eye on othe people in the a ea. 
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• 	 Employe s can also make the wo kplace safe by fitting counte safes with 
time-delay locks. 

Harassment 

An unwelcome behaviou o comment that is ha mful to the wo k envi onment is 
conside ed to be ha assment. Ha assment takes many fo ms but can gene ally be 
defined as an insulting, intimidating, humiliating, malicious, deg ading, o offensive 
comment o act di ected towa d anothe pe son o g oup. This would also include 
bullying, sexual ha assment, and offensive displays. 

Although ha assment typically doesn’t include physical violence, it can be ve y 
ha mful and it does affect the ove all health of the wo k envi onment. The following 
a e safety tips: 

• 	 Tell the ha asse to stop. Do this ight away by saying it o w iting it in a lette 
o	� e-mail. If that doesn’t wo k, follow the next th ee steps. 

• 	 The employee tells his/he employe o the pe son his/he employe has 
appointed to eceive and handle ha assment complaints. 

• 	 Talk about it with someone the employees t ust (fo example, a co-wo ke , 
f iend, o elative). 

• 	 W ite it down. To help make the employees case in an investigation, w ite 
down each ema k o incident (using the exact 

Shoplifting and Robbery 

The main conce n in the event of theft o obbe y is the employees safety, and that 
of his/he co-wo ke s and custome s. Money and me chandise taken du ing a obbe y 
can be eplaced; people can’t be. 

Preventing Shoplifting in Retailing 
• 	 The chances of shoplifting inc ease when the employees wo k alone. 
• 	 If the employees think someone is shoplifting, contact secu ity o someone 

p ofessionally t ained to deal with the situation. 
• 	 Neve app oach o t y to app ehend a shoplifte , especially if the employees 

a e wo king alone. Afte the shoplifte leaves, w ite down as much info mation 
about the incident as possible. 

• 	 This should include the shoplifte ’s height, weight, hai and skin colou , and 
clothing. If a vehicle is involved, w ite down the make, colou , app oximate 
yea , and license plate numbe . 

Preventing Robbery in Retailing 
• 	 The best way to p event inju y esulting f om obbe y is to p event the obbe y 

f om happening in the fi st place. 
• 	 Some businesses have inte nal secu ity staff and specific inst uctions fo 

dealing with obbe y, but othe s may not. 
• 	 He e a e some tips to help p otect the employee. 
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Make the store attractive to customers a d u attractive to robbers 
• 	 Keep the sto e clean, tidy, and well lit. 
• 	 When the e a e no custome s at you sales counte o checkout, keep busy by 

doing tasks such as cleaning, dusting, o sweeping. 
• 	 Stay away f om the sales counte when the e a e no custome s in the sto e. 
• 	 Keep the cash egiste fund to a minimum — ask custome s fo exact change o 

the smallest bills possible. 

Stay Alert 

• 	 Be awa e of ca s pa ked ac oss the st eet o off to one side of the lot. 
• 	 Look fo anyone who may be watching the sto e o loite ing in o a ound it. 
• 	 If you a e conce ned about a pe son o vehicle, do not hesitate to contact 

employee’s supe viso o the app op iate autho ities. 
• 	 Know the locations of phones o available help outside the p emises. 
• 	 Connect with potential custome s. 
• 	 Give a f iendly g eeting to eve yone who ente s the sto e. 
• 	 When a shoppe is nea by, act in a f iendly manne , and b iefly look di ectly 

into thei eyes. 
• 	 Ask people alone in the aisle if they would like any help. 

If a Robbery Occurs 

You employe will p ovide specific inst uctions fo dealing with obbe ies. Howeve , 
the following tips may be helpful: 

• 	 Keep it short — The longe a obbe y takes the mo e ne vous the obbe 
becomes. 

• 	 Stay calm — Handle the enti e situation as if the employee we e making a sale 
to a custome . 

• 	 Obey the robber’s orders — Let the obbe know the employee intend to 
coope ate. Hand ove cash and me chandise and do exactly as the obbe says. 

If the employees are not sure what the robber is telling them, ask 
• 	 Tell the robber about any possible surprises — Tell the obbe befo e 

eaching fo anything o moving in any way. Tell the obbe if anothe 
employee is in the back oom so the obbe will not be sta tled. 

• 	 Don’t try to stop the robber — T ying to fight with a obbe is foolha dy, not 
he oic. If you don’t see a weapon, always assume the obbe has one. 

• 	 Don’t chase or follow the robber — This will only invite violence, and it may 
confuse the police as to who is involved with the obbe y. 

• 	 Write down information immediately — As soon as the obbe has left, make 
notes about thei appea ance, manne isms, and specific featu es, as well as 
the time and the di ection they took when they left. 

• 	 Call the police or appropriate authorities — Dial 911 o you local eme gency 
numbe . 
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Session Plan 3: Safety Measures at Workplace 

1. 	 Session Topic: Safety measu es at wo kplace 

2. 	 Objectives: To develop knowledge and skills of students in p acticing safety 

measu es and tips to cont ol inju ies at wo kplace. 

3. 	 Material/ Equipment: Cha ts, Sketch pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto . 

4. 	 Preparations: 

• Make necessa y a angements such as slide p epa ation well in advance. 

• 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Make 	an opening by telling students the pu pose of the lectu e o 

p esentation. 

3. Int oduce the topic e.g. 	Safety accesso ies, efusing unsafe wo k, fi st 

aid facility, dealing i ate custome , handling money, Ha assment, 

shoplifting, obbe y and its p eventions. 

4. Explain about fi e extinguishing and its p ocess of ope ation. 

5. You 	may also use slide p esentation with pictu es fo explaining the 

va ious aspects. 

6. P ovide specific examples. 

7. Involve students by giving them the oppo tunity to ask question 	 elated 
to the topic. 

8. Cla ify any que ies of the student. 

9. Summa ize the topic and emphasize on the key points. 

10.Check to make su e that each student unde stood the topic well. 


T2: Assignment 

Ask you students to p epa e a cha t with pictu es fo safety accesso ies and 
p eventions fo shoplifting, obbe y and ha assment. 
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Checklist for Assessment Activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 
a. Shoplifting and Robbe y 
b. Ha assment and unsafe wo k 

Part – B 

Students could answe the following questions: 
a. What a e the safety measu es adopting if obbe y occu s? 
b. What kind of p ecaution should be taken while lifting and handling mate ials? 
c. How to p event shoplifting in etail & sto e? 
d. What a e the safety tips to avoid the ha assment in etail? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance standards Yes No 

Able to specify safety measu es fo two types of p oblems 
at wo k place 

Able to identify safety accesso ies 

Able to compile a list of p eventive measu es fo haza ds 
at wo k place. 
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Session 4: Precautions to be taken for Safety 

Relevant Knowledge 

Traveling to and from Work 

The employe of the o ganization can’t cont ol the envi onment outside the 
wo kplace. Howeve , the e a e seve al things the employee can do to ensu e a safe 
t ip to and f om wo k. 

Driving 

• 	 Lock you vehicle doo s and oll up windows befo e d iving into the pa king lot. 
• 	 Scan the pa king a ea fo suspicious pe sons — have a plan eady in case the 

employees a e uncomfo table with the situation. 
• 	 Pa k in well-lit a eas — avoids alleys, wooded a eas, and tunnels. 
• 	 Avoid having to each back into the vehicle fo anything. 
• 	 Afte wo k, t y to avoid walking to you vehicle alone, o at least have 

someone watch f om a window. 

Taking a Bus 
• 	 Plan to a ive at bus stops just befo e the bus a ives. 
• 	 Avoid isolated o poo ly lit bus stops. 
• 	 If the employee see suspicious o menacing people at his/he stop, get off at 

the next stop. 
• 	 If possible, have someone meet the employee when his/he a ive at you 

destination. 

If employee is confronted 
• 	 If you a e attacked, sc eam loudly and fo as long as possible. As soon as 

possible, un to the nea est well-lit a ea. 
• 	 If someone g abs you pu se, deposit bag, o othe p ope ty, do not esist, and 

do not chase the thief. 
• 	 Call the police immediately and t y to ecall the manne isms of the attacke . 

Knives, Box Cutters, and other Sharps 

Box cutte s a e common tools fo etail wo ke s, and knives and othe sha ps such as 
meat slices a e essential tools fo daily counte wo ke s. Safe wo k habits will 
dec ease the employee’s chances of losing time f om wo k o losing a finge . 

Using knives and box cutters 

• 	 Use the ight tool fo the job, and make su e it is sha p. 
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• 	 Always cut away f om the employee’s body. 
• 	 Always sto e sha ps sepa ately f om othe tools and utensils. 
• 	 Use a flat su face to cut on. 
• 	 Neve use a knife fo anything othe than cutting. 
• 	 Hold the knife in the employee’s st onge hand. 
• 	 To clean the knife, di ect the edge away f om the employee and wipe with the 

cloth on the dull edge of the blade. 
• 	 Wea leathe o metal mesh gloves if the employe equi es them. 

When cleaning knives and sha p blades, follow these guidelines: 

• 	 Clean them immediately afte use o place them in a “sha ps only” containe 
nea the sink. 

• 	 Don’t d op knives o equipment blades into the dishwashe o sink. 

When using meat slices o othe powe equipment, follow these guidelines: 
• 	 Make su e the employee have t aining on the specific piece of equipment, and 

follow w itten safe wo k p ocedu es. 
• 	 Don’t wea loose clothing o dangling jewele that could get caught in 

equipment. 
• 	 Use gua ds and glides at all times. 
• 	 Neve each ac oss the blade. 
• 	 Tu n the slice off acco ding to manufactu e ’s inst uctions when not in use. 
• 	 Unplug equipment befo e cleaning. 
• 	 Use cut- esistant gloves on both hands when cleaning. 

Power Tools and Equipment 

The employee may be equi ed to use powe tools if his/he wo k in a ha dwa e sto e 
o a business such as a bicycle o fu nitu e shop whe e his/he job involves assembling 
p oduct. His/he may also be equi ed to use powe equipment such as compacto s, 
dock levele s, ca ton c ushe s, meat slice s, o othe food p epa ation equipment. 
These tools and equipment have the potential to cause se ious inju y, pa ticula ly if 
they’ e poo ly maintained o used without due caution. 

Before the employee start 
• 	 Neve use a powe tool o piece of equipment unless the employee have been 

t ained and autho ized do so. Follow safe wo k p ocedu es. 
• 	 Inspect tools p io to use. Only use tools that a e in good ope ating condition. 
• 	 Check powe co ds daily fo tea s o cuts in the insulation, loose connections 

(plug to wi e and wi e to tool), and poo g ound connections. Repo t all 
defective tools to you supe viso , and ma k them “Not to be used.” 

• 	 Wea hea ing p otection and tie back long hai . 
• 	 Check that all gua ds and safety devices a e in place and functioning p ope ly. 
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• 	 Check that the powe switch is in the off position befo e plugging the tool in. 
Only the ope ato should tu n the tool on. 

While the Tool or Equipment is Operating 
• 	 Stay away with unning powe tools. Do not walk away f om a machine the 

employee have been using until it comes to a complete stop. It takes only a 
few seconds fo a powe tool to “wind down” afte it has been shut off, but it 
still has the potential to inju e someone if the pa ts a e still moving. 

• 	 Keep the employees hands away f om moving pa ts. 
• 	 Make su e the cutting pa t of a tool will not come in contact with the powe 

co d. 
• 	 Maintain a fi m g ip at all times. 
• 	 Tu n off powe tools befo e making adjustments. Always unplug o lock out the 

tool befo e making adjustments o changing settings if the e is any chance that 
the tool could accidently sta t up. 

Noise 

Noise in some etail a eas whe e powe ed equipment is used may each ha mful levels 
that can cause hea ing loss. Exposu e to sound ove 85 decibels ove an 8-hou pe iod 
equi es hea ing p otection. Employe s a e equi ed to info m wo ke s if sound levels 

a e at 82 decibels o mo e. The following a e safety tips: 
• 	 Wea app oved hea ing p otection wheneve the employee ente an a ea 

posted as having high levels of noise, whethe it is noisy when his/he ente o 
not. Noisy equipment can sta t up at any time. 

• 	 Ensu e that the employees hea ing p otection is the ight type fo the 
envi onment and that it is comfo table. 

• 	 Ea buds (headphones) a e not wo k equipment. 
• 	 Avoid playing music at high levels, which can cause hea ing loss and p event 

the employee f om hea ing wa ning signals. 

Forklifts and Pallet Jacks 

Fo klifts (o lift-t ucks), powe ed o manual pallet jacks, and othe lifting equipment 
a e an essential pa t of many etail ope ations. Although they help p event lifting 
inju ies, they can also cause se ious and, all too often, fatal inju ies. 

If the employees a e equi ed to use a fo klift o pallet jack, the employe must 
p ovide to the employee with t aining fo the specific piece of equipment. Wo king in 
a eas whe e fo klifts ope ate can also be haza dous, and equi es t aining and ongoing 
ale tness to p event inju ies. Fo klift accidents a e usually catast ophic but always 
p eventable. 

Operating Forklifts 
• 	 Do not ope ate the fo klift unless it is unning p ope ly. Wea equi ed PPE 

such as safety boots and a ha d hat. 
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• 	 Make su e the employees a e t ained to change the p opane fuel tank o 
batte y. 

• 	 Neve ca y a passenge o elevate a pe son on fo ks, pallets, o loads. 
• 	 Secu e the load p ope ly. Don’t ove load the fo klift, even fo sho t distances. 
• 	 Neve stand o pass unde an elevated load. Don’t let anyone else do it eithe . 
• 	 When not stacking, ca y loads at the lowest possible position. 
• 	 Neve tu n on a sloped su face. 
• 	 When employees a e finished using the fo klift, lowe the fo ks to the floo , set 

the b akes, tu n off the moto , and emove the key. 

Working around Forklifts 

A nea miss involving a pedest ian and a fo klift is not just a nea miss — it is a nea 
fatality. Fo klift ope ato s have a ve y limited field of vision because ba s, cables, 
chains, and the load they may be ca ying obst uct thei view. They may not be able 
to see othe wo ke s in time to stop o take evasive action. 

• 	 T aining fo those who wo k a ound fo klifts is just as impo tant as t aining fo 
the fo klift ope ato s themselves. Follow these guidelines: 

• 	 Wea a high visibility vest when ente ing an a ea whe e fo klifts a e ope ating. 
• 	 Yield the ight of way — even if the ope ato can stop the fo klift quickly, the 

load may continue fo wa d and c ush the employee. 

Make Eye Contact with the Operator 
• 	 Wait until the employee has confi mation that the ope ato has noticed his/he 

befo e p oceeding. 
• 	 Don’t ely on sound to dete mine whethe the e’s a fo klift nea by — fo klifts 

can be ve y quiet when they a e coasting. 
• 	 Use designated walkways — don’t take sho tcuts th ough dange zones. 

Operating Pallet Jacks 
• 	 Wea safety boots and keep the employees toes and finge s out f om unde the 

pallet. 
• 	 Secu e the load to make su e it is stable and will not shift du ing movement. 
• 	 Restack it if necessa y. 
• 	 Make su e the olle s a e f ee of the bottom of the pallet. 
• 	 Push, don’t pull — this puts less st ain on the employe s back and it’s easie to 

stop. 
• 	 Know how to use the elease handle. 
• 	 Get help if the employees a e having a p oblem. 
• 	 Wo k with a pa tne when dealing with heavy loads. 
• 	 Fo a quick stop, lowe the load. 

Eve y wo kplace needs a plan fo dealing with eme gencies. The employe o
�
supe viso should p ovide to the employee with inst uction in the eme gency plan 

within his/he fi st few days on the job, as well as ef eshe t aining f om time to 
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time. Once the employee has been t ained, his/he should be able to answe the 
following questions: 

• 	 Whe e is the eme gency phone numbe s posted? 
• 	 Whe e a e the fi e extinguishe s? How and when should they be used? 
• 	 Whe e a e the fi e ala ms and fi e exits? 
• 	 What is the evacuation plan fo the building? 
• 	 What should you do du ing an ea thquake? 
• 	 In case of evacuation, whe e outside the building is the assembly point and who 

should you epo t to? 
• 	 What othe specialized equipment may be needed in case of an eme gency, 

and how is it used? 
• 	 Ask you employe to go th ough the eme gency plans and p ocedu es fo you 

sto e. 

Fo example, ask you employe to eview what to do in the case of an ea thquake, 
fi e, o bomb th eat. 

Session Plan 4: Precautions to be taken for Safety 

1. 	 Session Topic: P ecautions to be taken fo Safety 

2. 	 Objectives: To develop knowledge and skills of students in identifying ca e 

taken fo t avel and pe sonnel safety equipment. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto . 

4. 	 Preparations: 

• 	 . 

• 	 A ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Make 	an opening by telling students the pu pose of the lectu e o 

p esentation. 
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3. Int oduce 	the topic e.g. p ecautions and safety measu es taken f om 

common and powe tools. 

4. P ovide specific examples. 

5. Involve students by giving them the oppo tunity to ask questions	� elated 
to the topic. 

6. Cla ify any questions student to may ask. 

7. Summa ize the topic and emphasize on the key points. 

8. Check 	 to make su e that each student unde stood the concept of 

Hygiene & Safety at wo kplace. 

T2: Discussion 

1. 	 Discuss about p ecautions and safety measu es at wo kplace while using 
machine. 

2. 	 Discuss with students about p ecautions and safety to be taken while t avelling. 
3. 	 Discuss p ecaution and safety while d iving. 
4. 	 Discuss powe tools and equipments used in etail ope ations; use pictu e to 

make clea unde standing of students fo tools and equipment. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 
Student could diffe entiate between 

a. 	 Safety measu es fo etail ope ations. 
b. 	 P ecautions and safety measu es. 

Part – B 

Students could answe the following questions: 
a. 	 Desc ibe the ope ation of fo klifts. 
b. 	 What kind of p ecautions is to be taken while ope ating powe tools and 

equipments in etail ope ations? 
c. 	 What a e the safety tips should be emembe ed befo e sta t wo king in etail? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 
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Able to identify Safety tips while t aveling. 

Able to identify p ecautions while wo king with powe tools 
and equipments 

Able to identify Hygiene inju ies f om using powe tools and 
equipments. 

Able to identify safety tips in using equipments and powe 
tools at wo kplace. 
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Introduction 

You must have come ac oss seve al small independent g oce y and retail shops in 
you life. You might have even gone with you pa ents to buy 
ce tain consume goods such as toothpaste, toothb ush, hai 
oil, spices, food items, etc. f om a retail shop. You, as a 
consumer must have stood outside the etail shop, asked fo 
what you want and pu chased the p oduct by paying the p ice 
of the p oduct. 

The te m ‘ etail’ is de ived f om the F ench wo d ‘ etaile ’ 
which means ‘to cut a piece off’ o ‘to b eak bulk’. Retailing 
is a vital pa t of the business indust y that involves selling 
p oducts and se vices to consume s fo thei individual o family use. Retailing can 
also be defined as the timely delive y of goods demanded by consume s at an 
affo dable and competitive p ice. India’s etailing indust y is essentially owne 
manned small shops. The o ganized etailing 
comp ises la ge fo mat convenience stores and 
supermarkets, which accounts fo about fou 
pe cent of the indust y, and these a e p esent only 
in la ge u ban cente s. 

O ganized etailing, in India, efe s to t ading 
activities unde taken by licensed etaile s, that is, 
those who a e egiste ed fo sales tax, income tax, 
etc. These include the publicly t aded 
supe ma kets, co po ate-backed hype ma kets and 
etail chains, and also the p ivately owned la ge 

etail businesses. 


In the ecent past, the etail secto has eme ged as an impo tant secto and the 

la gest p ovide of employment oppo tunities. Gene ally, etail business can be 

classified into seve al types depending on thei size, 

shape, p oduct lines, se vice they offe and p ices they 

cha ge. Some among them a e specialty sto es, 

supe ma ket/ malls, facto y outlets, f anchises, chain 

sto es, discount sto es, lifestyle and pe sonal p oducts, 

fu nishings, household appliances, g oce ies, sto es, 

etc. The jobs in etail secto may ange f om a 

salespe son to that of the level of etail executive. 

Though plenty of jobs a e available in this secto , 

specialized skills a e equi ed to wo k in this secto . 


In o de to ente into etail secto , one should 
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unde stand the ca ee p ospects, jobs available and p omotional oppo tunities in the 
secto . Afte deciding to wo k in this secto one has to unde go fo mal t aining so 
that he/she becomes suitable fo the job and can apply to the post he is inte ested to 
wo k. In majo ity of the jobs, candidates a e selected th ough a p ocess of selection; 
inte view being an integ al method of assessment. 

In this unit, we will examine the va ious ca ee oppo tunities available in the etail 
secto and also lea n how to p epa e a esume and job application. 
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Session 1: Job Opportunities in Retailing 

Relevant Knowledge 

O ganized etail can be catego ized by the type of p oducts etailed, as well as the by 
the diffe ent kind of fo mats. The majo etail fo mats include the following: 

Departmental Store 
It ep esents etail outlets that stock a wide va iety of me chandise anging f om 
appa el, toilet ies, cosmetics, toys, and jewele to appliances and fu nitu e. Size of 
the sto e is about 15,000 to 1 lakh sq. ft. Sto e pe sonnel wo king in the 
Depa tmental sto e need to be awa e of the va ious p oducts within a pa ticula 
depa tment. The sto es which a e smalle in size would equi e the sto e pe sonnel to 
do multiple tasks. 

Supermarkets 
These a e self se vice sto es which offe a ange of food and household a ticles. These 
sto es gene ally occupy a la ge a ea vis-a-vis the depa tmental sto es. Sto e size is 
about 5,000 to 15,000 sq. ft. Nilgi i's was the fi st supe ma ket in India. Food wo ld 
was the fi st chain of supe ma kets in India offe ing a wide ange of p oducts that 
included f uits, vegetables, etc. Othe supe ma kets ope ating in India include Food 
Bazaa , Sabka Bazaa , Fabmall, A ambagh Food 
Ma t, etc. 

Hypermarket 
It has the featu es of both a supe ma ket and a 
depa tment sto e. These sto es ope ate on a ve y 
la ge scale. Some of the p ominent hype ma kets 
include Big Bazaa (Pantaloon Retail), Sta India 
Bazaa (T ent), Choupal Saga (ITC), Hype City 
(K Raheja G oup), etc. 

Specialty Stores 
Specialty sto es sell specific me chandise with focus on single/few catego ies. Planets 
M, Music Wo ld, C osswo d etc. a e among the leading specialty sto es in India. 

Convenience Stores 
These sto es a e located at convenient locations like fuel stations and have flexible 
timings. My Ma t, In and Out, Red Shop, DHL Se vice point, Touch wo ld and 24/7 a e 
some of the playe s in this fo mat. 

Kiosks 
Kiosks a e located in malls, multiplexes, ailway stations, and ai po ts whe e space is 
at a p emium and mostly engage in selling consume goods like edibles and snacks, 
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newspape s and magazines, fashion accesso ies sto es and ente tainment. The e 
seems to be a misleading pe ception that oppo tunities fo ca ee p og ession within 
the etail secto tend to be limited. Afte all, when most people conside etail as a 
ca ee possibility, they often think of casual pa t-time oles in shops o wo king shifts, 
including weekends and i egula hou s whe e pay isn't all that att active. Howeve , 
the etail secto is big business with so many facets to it and with many companies 
also t ading globally and online as well, the e a e so many diffe ent ca ee avenues to 
explo e, many of which a e behind the scenes. 

Of cou se, it's not unhea d of fo people to sta t off in the most junio of oles on the 
shop floo and end up ising to sto e manage and positions which a e even highe . 
Neve theless, in o de to ise to the ve y top within etail, the mo e qualifications you 
have, the bette and with a suitable deg ee behind you, many o ganizations offe fast 
t ack management t aining schemes. 

Discount Stores 
Discount Retail can be b oadly defined as a etail fo mat whe e 60% to 70% of the 
me chandise is sold at a discount of 10% to 25% o mo e. As pe estimates, nea ly 20% 
of the sales of most b ands a e th ough some fo m 
of discounts. Some of the majo playe s in this 
space include Big Bazaa , Mega ma t, P ateek 
Lifestyle (Coupon Mall), and Sankalp Retail Value 
Sto es (My Dolla Sto e). La gely, Discount Retail 
has been dominated by appa el focused sto es and 
facto y outlets. 

Career Prospects 
When conside ing a ca ee in etail, the e a e so 
many diffe ent types of job available in the etail 
secto . Let us fi st t y to unde stand the etail secto as a whole, which can b oadly 
be b oken down into the following catego ies: 

• Sto e Ope ations 
• Finance and Administ ation 
• Ma keting 
• Logistics 
• Buying 
• Custome Se vice Call Cent es 
• Human Resou ces/T aining 
• Info mation Technology 

Store Operatio s 
Sto e ope ations involve selling, management of goods flow, sto e maintenance, 
custome se vice and t ansaction p ocessing. The sales pe son plays an impo tant ole 
in technology goods, high value high involvement goods such as jewelle y, watches, 
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etc. The vast majo ity of jobs in etail come unde the umb ella of sto e ope ations. 
F om actually selling goods out on the shop floo to ensu ing that the sto e uns 
smoothly, you might sta t off you ca ee as a pa t-time floo assistant and wo k you 
way up to depa tment o sto e manage o even to di ecto of ope ations. 

Mercha disi g 

It nvolves select ng and d splay ng of the assortment of goods to be sold. 

Fi a ce a d Admi istratio 

He e you’ll be wo king with figu es and could be focused on paying the staff’s wages, 
to ensu ing that you find money to un the business o to make acquisitions as well as 
making financial budgeta y p ojections fo the futu e. You could be wo king within 
the pu chase o sales ledge depa tments eithe ensu ing that you keep on top of 
custome s who owe you money (c edit cont ol) and that you company itself is paying 
its bills on time (pu chase ledge ). 

Marketi g 

The ma keting depa tment is esponsible fo developing b ands and by aising 
custome awa eness and building b and loyalty th ough a ange of adve tising 
methods such as on TV o adio, in p int o online and via in sto e p omotions. 

Logistics 

This is one of the key a eas of etail which is essential if you’ e going to un a 
successful business. At its simplest, it could simply be the movement of goods f om 
you stock oom to the shop floo but a ca ee in logistics also encompasses the 
handling, the movement and the sto age of goods th ough a whole va iety of means 
including t anspo ting goods by ail, oad, sea and ai . 

Buyi g 

The main ole of a buye within a etail ca ee is to successfully pu chase 
me chandise o mate ials to manufactu e a pa ticula ange of me chandise whilst 
ensu ing that you can buy it at a competitive p ice and that you’ e able to p ovide 
custome s with what they want, when they want it and at a p ice they can affo d. 

Sales a d Customer Service Call Ce ters 

If you’ e wo king in a etail sales o custome se vice call cent e, the main focus of 
you job will eithe be on the sale of goods and se vices ove the phone and/o 
p oviding info mation and advice to custome s as well as dealing with custome 
complaints. These envi onments a e often ta get d iven and you may also wo k in an 
administ ative capacity instead whe e you’ll be esponsible fo ensu ing that 
custome s’ eco ds a e kept up to date. 
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Huma Resources/Trai i g 

This involves devising and implementing policies elating to the effective use of you 
staff as well as thei own t aining and ca ee development alongside things such as 
d awing up otes and holiday oste s and dealing with disciplina y matte s. 

I formatio  Tech ology 

These days in all o ganizations, all of the othe job a eas could not function as easily 
if they we en’t all unde pinned by IT systems. You may be wo king on installation and 
ensu ing that back-up systems and secu ity a e taken ca e of. On the othe hand, you 
may end up wo king as a softwa e designe , c eating new p og ams to meet 
ope ational expectations. 

Tips for You 
• 	 Always assess you st engths and weaknesses befo e choosing a ca ee . 
• 	 T y to collect as much info mation as possible on the vocation that you would 

like to pu sue. 
• 	 Always seek guidance f om an Expe t/ Counselo befo e deciding about you 

ca ee . 

Session Plan 1: Job Opportunities in Retailing 

1. 	 Session Topic: Job Oppo tunities in Retailing (Retail sto e type) 

2. 	 Objectives: To develop knowledge and skills of students in identifying etail 

sto e type. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto . 

4. 	 Preparations: 

• 	 A ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 


Du ation: 1 Hou 

Process: 

1. 	 P epa e the points fo the lectu e 

2. Int oduce the topic in the class. 
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3. 	 Make an opening by telling students the pu pose of the lectu e o 

p esentation. 

4. 	 Explain va ious types of etail sto e fo mats a e available in India. 

5. 	 P ovide specific examples. 

6. 	 Involve students by giving them the oppo tunity to ask questions elated to 

the topic. 

7. 	 Cla ify all doubts of students ega ding topic. 

8. 	 Summa ize the topic and emphasize on the key points. 

9. 	 Check to make su e that each student unde stood the concept well. 

T2: Assignment 

Ask you students to identify 2 sto es in each fo mat available in India and collect 
pictu es of each fo mat published, on a pape e and compile each fo mat with 
info mation such as: 

1. Date of inception of a b and. 
2. Date of opening of the sto e 
3. Whe e of the b and. 
4. So t of me chandise they offe . 
5. Add ess of the sto e. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 

• 	 Va ious types of sto e fo mats. 

Part – B 

Students could answe the following questions: 

a. What is etail? 
b. What is etail sto e fo mat? 
c. What is the b and classification of sto e fo mats? 
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Part – C 

Students demonst ate the gene ic, technical, p ofessional and 
knowledge and skills in o de to pe fo m up to the equi ed 
pe fo mance standa ds may include but not limited to: 

o ganizational 
standa ds the 

Performance Standard Yes No 

Able to identify type of sto e fo mats 

Able to identify job oppo tunities in etail secto . 
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Session 2: Career Prospects in Retailing 

Relevant Knowledge 

Customer Sales Associate: It is the ent y-level post of etail business. But as eve y 

etail shop is completely dependent upon the sales 

they get, this is one of the impo tant posts in this 

p ofession. To be a good sales pe son, one 

should have good knowledge about the p oducts, the 

shop, the custome s etc. 

Table 1: Job Opportunities in Store Operations 

Job Position Qualification 

Depa tment Manage / Floo 
Manage / Catego y Manage / 
Sto e Manage / Manage Back-
end Ope ations 

MBA with 5 to 10 yea s 
expe ience 

Custome Inte action Manage / 
Pu chase and Me chandising 
Manage 

G aduate with 2 to 
5yea s expe ience 

T ansaction P ocessing 
Associate/ Pu chase and 
Me chandising Associate 

G aduates/12th Pass 

Custome Sales Associate 12th Pass/10th Pass 

Knowledge and skills that a Custome Sales Associate should possess include the 
following: 

• 	 Knowledge of cu ent sales p omotion schemes of the company and ability to 
communicate the same to the custome s. 

• 	 Ability to sell – i.e., selling skills 
• 	 Knowledge of policies ega ding exchanges. 
• 	 In depth knowledge of sto e offe ings. 
• 	 Sto es/b ands (in case of sales pe son engaged in appa el etail 
• 	 Knowledge of p oduct featu es such as: 

• b and options 
• wa anties 
• featu es and benefits 
• use/application 
• shelf life/use by dates 
• ca e and handling 
• sto age equi ements 
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• p oduct/ing edient/mate ial 
• safety featu es 
• p ice 

• 	 Ability to guide the custome s to the elevant sections of the sto e. 
• 	 Knowledge about the me chandise in invento y to help custome s find the 

desi ed me chandise which is not on display. 
• 	 Ability to watch out fo secu ity isks and thefts, and know how to p event o 

handle these situations. 
• 	 Ability to c oss sell. 
• 	 Ability to desc ibe me chandise and explain use, ope ation, and ca e of 

me chandise to custome s. 
• 	 Good communication skills 
• 	 Ability to unde stand p oduct info mation, sto e policies and p ocedu es. 

Department Manager / Floor Manager/ Category Manager: These a e some of the 
posts one could handle in the sto e. 

Store Manager: Sto e manage s sometimes called Gene al Manage o Sto e Di ecto , 
a e esponsible fo managing an individual sto e and its day-to-day functioning. The 
sto e manage is in cha ge of the employees of the sto e and he himself may epo t to 
a Dist ict o A ea manage o the sto e’s owne . 

Retail Operation Manager: It is the duty of a etail manage to plan and coo dinate 
the ope ations of the outlet. This involves the layout of me chandise, monito ing the 
etail o de s and stock, analyzing the supply etc. Candidates with Maste Deg ee can 

sta t off as etail manage s. 

Retail Buyers and Merchandisers: They a e the pe sons who select and buy the goods 
fo the etail shop. They should unde stand the needs of the custome , should be 
awa e of the t ends in the ma ket, and should possess g eat enthusiasm and ene gy. 

Visual Merchandisers: These people give the b and a face, so they hold one of the 
ve y impo tant positions in the indust y. Being a pa t of concept and design one could 
also be a technical designe , p oduct develope and sto e planne . 

Apa t f om the above the following ca ee s also available in the etail business: 
• 	 Logistics and Wa ehouse Manage s 
• 	 Retail Communication Manage 
• 	 Manage P ivate label B ands 
• 	 Retail Ma keting Executives 

Fi a ce a d Admi istratio 
• 	 Ma keting 
• 	 Logistics 
• 	 Buying 
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• 	 Custome Se vice Call Cente s 
• 	 Human Resou ces/T aining 
• 	 Info mation Technology 

The emune ation in the etail indust y depends upon the company, natu e of wo k 
and the a ea whe e you wo k. The ave age sta ting sala y of a sales pe son in the 
etail indust y is Rs 5,500/- pe month. Depending on va ious post, the sala y ange 

va ies Rs.6,000/- to Rs.22,000/- pe month. The special packages, bonus, incentives 
offe ed a e pa t of this ca ee . The emune ation outside India also va ies depending 
upon many facto s such as shops, p oducts and places. 

Session Plan 2: Career Prospects in Retail 

1. 	 Session Topic: Ca ee P ospects in Retail 

2. 	 Objectives: To develop knowledge and skills of students in identifying va ious 

job oppo tunities and ca ee p ospects in etailing. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto . 

4. 	 Preparations: 

• A	� ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Int oduce the topic in the class. 

3. Make 	 an opening by telling students the pu pose of the lectu e o 

p esentation. 

4. Discuss with you	� students about job oppo tunities and ca ee p ospects in 

etail, and also info m them how to sea ch fo jobs in etail. 

5. P ovide specific examples. 

6. Involve students by giving them the oppo tunity to ask questions	� elated to 
the topic. 

7. Cla ify all doubts of students ega ding topic. 

8. Summa ize the topic and emphasize on the key points. 
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9. Check to make su e that each student unde stood the concept well. 


T2: Assignment 

Ask you students to sea ch fo job oppo tunities available in etail and ask them to 
w ite down full desc iption fo a at least 5 job oppo tunities such as: 

1. Title of job 
2. Natu e of the job 
3. Company 
4. Designation 
5. Thei equi ements fo expe ience if any and qualification. 
6. Sala y 
7. No. of post vacant 
8. Oppo tunity is fo which city. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 

a. Knowledge and skills 

Part – B 

Students could answe the following questions: 

a. What does qualification means? 
b. What does skills means? 
c. What kind of job oppo tunities a e available in etail? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to analyze ca ee p ospects in etail secto . 

Able to identify job oppo tunities in etail secto . 
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Session 3: Writing a Resume 

Relevant Knowledge 

A sho t w itten desc iption of you education, qualifications, 
and p evious employment, which you send to an employe 
when you a e t ying to get a job is you Resume. 

Fo mat of a model Resume: 

(i) Name 

(ii) Pe manent Add ess 

(iii) Add ess fo Co espondence 

(iv) Phone No. 

(v) Age 

(vi) Date of Bi th 

(vii) Academic Qualification 

(viii) Technical Qualification 

(ix) Vocational Education and T aining 

(x) Inte nship (App enticeship) 

(xi) Ext a-cu icula Activities (A t, Lite atu e, Spo ts, any othe ) 

(xii) Expe ience 

(xiii) St engths ( include skills) 

(xiv) Refe ences 

(xv) Place 

(xvi) Date 

(xvii) Signatu e 

Session Plan 3: Writing a Resume 

1. 	 Session Topic: W iting a Resume 

2. 	 Objectives: To develop knowledge and skills of students in identifying types of 

esume. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, open 

sou ce softwa e fo slide p esentation, LCD p ojecto . 

4. 	 Preparations: 

• A	� ange all the mate ial well in advance. 
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5. Teaching/ Training Methodology 


T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Int oduce the topic in the class. 

3. Make 	an opening by telling students the pu pose of the lectu e o 

p esentation. 

4. Explain you	� students about types of esume and impo tant elements of 

esume w iting. 

5. P ovide specific examples. 

6. Involve students by giving them the oppo tunity to ask questions	� elated 
to the topic. 

7. Cla ify all doubts of students ega ding topic. 

8. Summa ize the topic and emphasize on the key points. 

9. Check to make su e that each student unde stood the concept well. 

T2: Assignment 

Ask you students to p epa e thei esume conside ing one pa ticula job e.g. sto e 

supe viso . Collect all students’ esumes and check fo app op iateness then info m 

each student in the class fo imp ovement in the esume if equi ed. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 

a. Majo and impo tant elements of esume. 

Part – B 

Students could answe the following questions: 

a. What esume is? 
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b. What a e the majo elements of esume? 
c. What a e the impo tant elements of esume? 
d. What should be the common contents of esume? 
e. What a e the types of esume? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify type of esume 

Able to identify esume acco ding to job equi ements 

Able to identify impo tant elements of esume. 

Able to identify majo content of esume acco ding to job. 
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Session 4: Writing a Job Application 

Relevant Knowledge 

Afte identification of job oppo tunities at an 
o ganization the essential step is to submit an 
application. P epa ing the job application is an a t. 
One should know how to p epa e the job application 
befo e applying fo a job. All the elevant 
info mation is to be included in the job application. 
The pa ticula s of add ess, qualifications, expe ience 
etc., a e to be mentioned in the job applications. 
Apa t f om this some times it is also essential to give 
some efe ence names. While w iting the job 
application the pa ticula s of the well known pe sons 
with all thei details a e to be included in the Job 
application. All the impo tant items a e to be highlighted in the job application in 
o de to att act the attention of the employe . Command ove the language is also 
impo tant in p epa ation of a job application. 

Personal Information 

• Name 

• Add ess 

• City, Pin Code 

• State 

• Date of Bi th 

• Sex 

• Nationality 

• Phone Numbe 

• E-mail add ess 

Education 

• Schools/Colleges Attended 

• Deg ee/Diploma 

• G aduation Dates(s) 

Position Applied For Information 

• Title of the job you a e applying fo 

• When you can sta t wo k 

• Sala y expected 
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Employment Information 

• 	 Names, add esses, phone numbe s of p evious employe s 

• 	 Supe viso 's name 

• 	 Dates of employment 

• 	 Sala y 

• 	 Reasons fo Leaving 

• 	 Employment Regist ation No. (if any) 

References 

• 	 List of th ee efe ences - names, job title o elationship, add esses, phone 

numbe s 

Session Plan 4: Writing a Job Application 

1. 	 Session Topic: W iting a Job Application 

2. 	 Objectives: To develop knowledge and skills of students in identifying basic 

points fo w iting a job application. 

3. 	 Material/ Equipment: Cha ts, Sketch Pens, Rule s, Compute , Slides, Open 

Sou ce Softwa e fo Slide P esentation, LCD P ojecto . 

4. 	 Preparations: 

• 	 A ange all the mate ial well in advance. 

5. 	 Teaching/ Training Methodology 

T1: Interactive lecture 

Du ation: 1 Hou 

Process: 

1. P epa e the points fo the lectu e 

2. Int oduce the topic in the class. 

3. Make 	an opening by telling students the pu pose of the lectu e o 

p esentation. 

4. Explain you students about basic points in w iting job application. 

5. P ovide specific examples. 

6. Involve students by giving them the oppo tunity to ask questions	� elated 
to the topic. 

7. Cla ify all doubts of students ega ding topic. 

8. Summa ize the topic and emphasize on the key points. 

9. Check to make su e that each student unde stood the concept well. 
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T2: Assignment 

Ask you students to w ite job application. 

Process: 

1. 	 Select 5 types of job suitable to all the students. 
2. 	 Identify the 5 topics. 
3. 	 Ask you students to w ite 5 job applications on diffe ent topics given by you. 
4. 	 Collect all application f om students and bunch them. 
5. 	 Co ect thei job application sc ipts. 
6. 	 Inst uct them if any imp ovement and co ection equi ed. 
7. 	 Ask them to ew ite the application keeping in mind all the mistakes they have 

done ea lie while w iting. 
8. 	 Re-co ect all the applications. 

Check List for assessment activity 

Use the following checklist to check whethe you students could meet all the 
equi ements fo assessment. 

Part – A 

Student could diffe entiate between 

a. 	 Gene al application and job specific application. 

Part – B 

Students could answe the following questions: 

a. 	 What a e the contents of a job application? 
b. 	 What p ecautions a e to be taken ca s while w iting a job application? 

Part – C 

Students demonst ate the gene ic, technical, p ofessional and o ganizational 
knowledge and skills in o de to pe fo m up to the equi ed standa ds the 
pe fo mance standa ds may include but not limited to: 

Performance Standard Yes No 

Able to identify basic contents of application in acco ding to 
a specific job. 
Able to p epa e a job application fo a pa ticula job. 

182 



  
 

  

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   
   

 

 

( 

jk"Vªh; O;kolkf;d f'k{kk ;ksX;rk :ijs[kk 

{ks=% futh lqj{kk 


,uohbZD;w,Q Lrj 1 ¼d{kk 9½ 

,l,l 101&,uD;w 2012&dk;ZLFky esa lapkj 


v/;kid gLriqfLrdk 


 

 

 iaa-lq-'k- dsUnzh; O;kolkf;d f'k{kk laLFkku 

¼,u-lh-bZ-vkj-Vh dh bdkbZ]ekuo lalk/ku fodkl ea=ky;]Hkkjr ljdkj ds vUrxZr½ 

';keyk fgYl] Hkksiky 



  
 

 

 

 

 

 

 

 

 

 

 

 

   

 

   

      

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

© ia-l-q'k-dsUnzh; O;kolkf;d f'k{kk laLFkku 2012 

;g izdk'ku dkWihjkbV }kjk lqjf{kr gSA dkWihjkbV vf/kfu;e }kjk vuqer iz;kstuksa 

ds vykok turk }kjk iwoZ fyf[kr vuqefr ds fcuk bldk iqu% mRiknu] vaxhdkj] 

bysDVªkWfud Hk.Mkj vkSj lEizs"k.k fuf"k) gSA 
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izLrkouk 

^^dk;ZLFky esa lapkj^^ ij ;g v/;kid gLriqfLrdk ^^'kL= jfgr lqj{kk xkMZ ¼futh lqj{kk {ks=½** dh 

jk"Vªh; O;kolkf;d f'k{kk ;ksX;rk gsrq lqj{kk Kku vkSj dkS'ky fodkl ifj"kn ¼,lds,lMhlh½ }kjk 

fodflr ;ksX;rk iSdst dk ,d Hkkx gSA jk"Vªh; O;kolkf;d f'k{kk ;ksX;rk :ijs[kk ¼,uohbZD;w,Q½ ekuo 

lalk/ku fodkl ea=ky; ¼,e,pvkjMh½] Sa s sa] O;kolkf;d f'k{kk Hkkjr ljdkj dk ,d iz;kl g tk fo|ky;k

vkSj izf'k{k.k laLFkkuksa] rduhdh f'k{kk laLFkkuksa] egkfo|ky;ksa vkSj fo'ofo|ky;ksa esa viukbZ tkus okyh 

jk"Vªh; Lrj ij ekU;rk izkIr vgZrk iz.kkyh ds fy, lkekU; fl)kar vkSj fn'kk funsZ'k r; djrk gSA ;g 

ladYiuk dh xbZ gS fd ,uohbZD;w,Q ls vgZrkvksa dh ikjnf'kZrk] fo"ke {ks=h; vf/kxe] Nk= dsafnzr 

vf/kxe vkSj Nk= dks fofHkUu vgZrkvksa ds chp pyu'khyrk dh lqfo/kk dks c<+kok feysxk vkSj bl izdkj 

thou Hkj vf/kxe dks izksRlkgu feyrk jgsxkA  

futh lqj{kk m|ksx esa os ,tsafl;ka ;k yksx 'kkfey gSa tks lafonk ds v/khu yksxksa rFkk laca/kh ,oa ykHk ds 

fy, lqj{kk iznku djrs gSaA 'kL= jfgr lqj{kk xkMZ dks voyksdu] jkssd dj j[kus ] ntZ vkSj fjiksVZ djus 

dk dk;Z djuk gksrk gSA ljdkjh vkSj futh lqj{kk ds chp ewwyHkwr varj ;g gS fd ljdkjh lqj{kk 

dkfeZdksa dks dkuwu ds izorZu ds fy, fo/kku }kjk vf/kdkj izkIr gS] fdUrq futh lqj{kk esa ,slk ugha gksrk 

gSA 

jk"Vªh; ikB~;p;kZ :ijs[kk] 2005 esa flQkfj'k dh xbZ gS fd fo|ky;ksa esa fo|kfFkZ;ksa ds thou dks 

fo|ky; ds ckgjh thou ds lkFk tksM+uk vfuok;Z gSA bl fl)kar ds vuqlkj fdrkch v/;;u dh 

ijaijk NksM+ nsuh pkfg, tks gekjs ra= dks yxkrkj ,d vkdkj nssrh vkbZ gS vkSj fo|ky;] ?kj] leqnk; 

vkSj dk;ZLFky ds chp varjky ykrh gSA izk;ksfxd vf/kxe] tks ,d ,slh pØh; izfØ;k gS ftlesa 

voyksdu] izfrfØ;k vkSj dk;Z dks v/;kiu & vf/kxe izfØ;k dk vfuok;Z fgLlk cuk;k tkuk pkfg,A 

Nk=ksa }kjk leL;kvksa dks lqy>kus] v/;kidksa ;k vuqns'kdksa }kjk ekxZnf'kZr gksus ds iz;kl ls os u, Kku 

dk vUos"k.k vkSj [kkst dj ldasaxs rFkk muesa leL;k dks lqy>kus dk dkS'ky fodflr gksxkA 

var%fØ;kRed O;k[;ku] Hkwfedk vfHku;] izdj.k vk/kkfjr v/;;uksa] dk;ksZa] ifj;kstukvksa ,oa dk;Z ds 

nkSjku dh tkus okyh xfrfof/k;ksa lfgr f'k{kk foKku dh ,d ijkl tks Nk=ksa dks O;kid] rduhdh vkSj 

O;kolkf;d Kku iznku djsaxh rFkk Nk= dsfUnzr vf/kxe dks iks"k.k nsus ds fy, v/;kidksa rFkk vuqns'kdksa 

}kjk bu dkS'kyksa dks viuk;k tkuk pkfg,A 

bl iz;kl dh lQyrk mu dneksa ij fuHkZj djrh gS tks fo|ky;ksa ds v/;kid vius vf/kxe dks n'kkZus 

rFkk dkYifud vkSj dk;Z ds nkSjku dh tkus okyh xfrfof/k;ksa rFkk iz'uksa dks vkxs c<+kus ds fy, vius 

cPpkssa dks izksRlkgu nsus ds fy, mBk,axsA dkS'ky fodkl vH;klksa vkSj ekU;rkvksa ,oa jpukRedrk ds 

iks"k.k esa Nk=ksa dh Hkkxhnkjh rHkh laHko gS ;fn ge vf/kxe esa cPpksa dks Hkkxhnkj ds :i esa 'kkfey djsa 

vkSj os ek= lwpuk ds xzkgh ugha cusaA ;s y{; fo|ky; dh nSfud fnup;kZ rFkk dk;Z'kSyh esa i;kZIr 

cnyko ykrs gSaA izfrfnu dh le; rkfydk esa uE;rk xfrfof/k;ksa ds dk;kZUo;u esa lfØ;rk cuk, j[kus 

ds fy, vfuok;Z gksxh vkSj v/;kiu vkSj izf'k{k.k ds fy, v/;;u fnolksa dh vko';d la[;k dks c<+k;k 

tk,xkA 

f'k{kk vkSj izf'k{k.k ds {ks= esa v/;kidksa vkSj vU; i.k/kkfj;ksa }kjk fn, x, lq>ko gekjs fy, vR;ar 

egRoiw.kZ gksaxs tks v/;kid gLriqfLrdk esa xq.kkRed lq/kkj ykus esa lgk;rk nsaxsA 
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vkHkkj 

ge izks- ijohu flaDys;j] funs'kd] jk"Vªh; 'kSf{kd vuqla/kku vkSj izf'k{k.k ifj"kn ¼,ulhbZvkjVh½] izks- vkj

ch-] f'koxqaMs] la;qDr funs'kd] ia- laq- ‘k- dsanzh; O;kolkf;d f’k{kk laLFkku ¼ih,l,llhvkbZohbZ½] Jh clkc 

cuthZ] izeq[k] ekud vkSj xq.koÙkk vk'oklu] jk"Vªh; dkS'ky fodkl fuxe dks muds }kjk iznku fd, 

x, ekxZn'kZu ds fy, /kU;okn nsrs gSaA 

ge dqaoj foØe flag] v/;{k] lqj{kk Kku vkSj dkS'ky fodkl ifj"kn ¼,lds,lMhlh½] ysf¶VusaV tujy 

,l- ,l- pgy ¼lsokfuo`Ùk½] mi vf/k'kklh vf/kdkjh] ,lds,lMhlh] vkSj estj tujy HkwisUnj flag ?kks=k 

¼lsokfuo`Ùk½] eq[; izpkyu vf/kdkjh] ,lds,lMhlh dks muds }kjk fn, x, ekxZn'kZu vkSj lgk;rk ds 

fy, gkfnZd vkHkkj vkSj /kU;okn nsrs gSaA 

Jherh yhuk diwj] ;wfuQk;lZ lks'ky oasplZ izk- fy-] Mh&253] loksZn; ,UDyso] ubZ fnYyh & 110017 

}kjk bl bdkbZ ds fodkl esa muds dBksj iz;klksa vkSj izfrc)rk gsrq /kU;okn dh ik= gSaA 

ge MkWDVj fou; Lo:i egjks=k] ,lks- izksQslj vkSj ize[k] ikB~;p;kZ fodkl vkSj ewY;kadu dsUnz] ih-,ls q

,l-lh-vkbZ-oh-bZ- vkSj duZy ¼lsokfuo`Ùk½ ris'k panz lsu] mi funs'kd] ,lds,lMhlh] ds izfr vkHkkjh gSa 

ftUgksaus lkexzh dks vafre :i nsus rFkk gLriqfLrdk ds laiknu esa i;kZIr ;ksxnku fn;k gSA 
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s gLriqfLrdk d ckjs esa 

;g gLrIkqfLrdk v/;kidksa dks Hkkjr dh lqj{kk Kku vkSj dkS'ky fodkl ifj"kn ¼,lds,lMhlh½ }kjk 

fufnZ"V ^^'kL= jfgr lqj{kk xkMZ**¼futh lqj{kk {ks=½ ds fy, O;kolkf;d ekud iwjs djus gsrq Nk=ksa ds 

v/;kiu vkSj izf'k{k.k esa lgk;rk nsus ds fy, gSA O;kolkf;d ekudksa esa crk;k x;k gS fd O;fDr;ksa dks 

D;k tkuus] le>us vkSj bl izdkj viuh fo'ks"k dk;Z Hkwfedk ;k dk;ksZa dks iwjk djus dh t:jr gksrh 

gSA ;s ,sls ekud gSa ftUgsa O;fDr;ksa dks dk;Z LFky ij fofHkUu dk;Z djus ds nkSjku vko'; iwjk djuk 

pkfg,A ^^dk;ZLFky esa lapkj** ij ekWM~;wy esa fuEUkfyf[kr 'kL= jfgr lqj{kk xkMZ ¼futh lqj{kk {ks=½ esa 

rRoksa] fu"iknu ekun.Mksa] Kku vkSj dkS'ky dks 'kkfey fd;k x;k gSA 

bdkbZ dksM ,lds,l @ ,u 001 

bdkbZ 'kh"kZd cqfu;knh lqj{kk izFkkvksa ds vuqlkj lqj{kk dk;Z 

rRo fu/kkZfjr lqj{kk dk;Z iwjs djuk 

fu"iknu ekun.M ihlh 03 % [krjksa vkSj vkikrdkyhu fLFkfr;ksa 

fjiksVZ djuk 

ds ckjs esa izfrfØ;k vkSj 

dksj @ lkekU; dkS'ky ,l, 1 % ?kVuk,a fjdkWMZ vkSj fjiksVZ djuk 

,l, 2 % lapkj dkS'ky 

bdkbZ dksM ,lds,l @ ,u 0003 

bdkbZ 'kh"kZd yksxksa] laifÙk vkSj ifjljksa dh futh j[kokyh lsok iznku djuk 

rRo ukfer ifjljkas dh [kkst djuk 

fu"iknu ekun.M ihlh 14 % [kkst ds nkSjku lapkj cuk, j[kuk 

Kku vkSj le> ¼ds½ 

laxBukRed lanHkZ ds, 3 % lapkj ds miyC/k lk/ku 

rduhdh @ iz{ks= Kku dsch 4 % lapkj midj.kksa dk mi;ksx 

dkS'ky 

dksj @ lkekU; dkS'ky ,l, 3 % izHkkoh :i ls lapkj djuk 

O;kolkf;d dkS'ky ,lch 2 % ?kVuk,a lgh :i esa fjiksVZ vkSj fjdkWMZ djuk 

bdkbZ dksM ,lds,l @ ,u 0004 

bdkbZ 'kh"kZd ¼dk;Z½ fufnZ"V ifjljksa esa fu;af=r igqap 

rRo ifjljksa esa fu;af=r izos'k vkSj fuxZr 

fu"iknu ekun.M ihlh 1 % midj.k ds mi;ksx ds lkFk vkSj blds fcuk ifjljksa eas igqap ij 

fu;a=.k ls lacaf/kr laxBukRed izfØ;kvksa dk ikyu djukA 

Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 6 % dSls i<+as vkSj fy[ksa 

dkS'ky 

O;kolkf;d dkS'ky ,lch 1 % fofHkUUk izdkj ds igpku i=ksa dks igpkuuk vkSj i<+uk 
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,lch 4 % cqfu;knh lapkj dkS'ky vkSj f'k"Vkpkj 

bdkbZ dksM ,lds,l@,u 0006 

bdkbZ 'kh"kZd fufnZ"V {ks=ksa esa fu;af=r ikfdZaax 

rRo fufnZ"V {ks=ksa esa ikfdZax djuk 

fu"iknu ekun.M ihlh 4 % miyC/k ikfdZax {ks=ksa eas okgu pkydksa dk ekxZn'kZu 

Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 8 % lapkj midj.k dk mi;ksx 

dkS'ky 

dksj @ lkekU; dkS'ky ,l, 3 % izHkkoh lapkj 

bdkbZ dksM ,lds,l @ ,u 007 

bdkbZ 'kh"kZd lqj{kk ,LdkWV~lZ 

rRo bZ 1 % lqj{kk ,LdkWVZ M~;wVh fuHkkuk 

bZ 2 % lqj{kk vkSj fujkinrk dks izHkkfor djus okyh ?kVukvksa ij izfrfØ;k 

nsuk 

fu"iknu ekun.M ihlh 4 % vuqns'k ds vuqlkj lapkj dk j[kj[kko 

ihlh 7 % lapkj vkSj lgk;rk dh ryk'k 

Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 4 % lapkj ds lk/ku 

dkS'ky 

dksj @ lkekU; dkS'ky ,l, 2 % lapkj midj.k dk mi;ksx 

bdkbZ dksM ,lds,l @ ,u 008 

bdkbZ 'kh"kZd LokLF; vkSj lqj{kk 

rRo vkx nq?kZVukvksa ds fy, izfrfØ;k 

fu"iknu ekun.M ihlh 13 % ofj"B vf/kdkfj;ksa vkSj vkikrdkyhu lsok laxBuksa dks vkx  dh 

nq?kZVukvksa dh fjiksVZ nsuk 

Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 14 % izHkkoh :i ls lapkj 

dkS'ky 

dksj @ lkekU; dkS'ky ,l, 5 % vkx nq?kZVuk ij izfrfØ;k 

,l, 7 % izHkkoh lapkj 

bdkbZ dksM ,lds,l @ ,u 009 

bdkbZ 'kh"kZd ¼dk;Z½ okf.kfT;d rSukfr;ksa esa lqj{kk 

rRo okf.kfT;d iz{ks=ksa esa lqj{kk ds dk;Z djuk 

fu"iknu ekun.M ihlh 4 % lacaf/kr i.k/kkfj;ksa ds lkFk izHkkoh lapkj 
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Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 3 % lapkj dh fof/k;ka vkSj iz;qDr midj.k 

dkS'ky 

dksj @ lkekU; dkS'ky ,l, 2 % xzkgdksa @ i.k/kkfj;ksa ds izfr fouez vkSj lgk;d cusa 

,l, 3 % xzkgdksa @ i.k/kkfj;ksa ds lkFk izHkkoh lapkj 

O;kolkf;d dkS'ky ,lch 2 % lapkj vkSj fjiksVZ 

,lch 4 % lqj{kk vkSj lapkj midj.k dk mi;ksx fufnZ"V fof/k ls djsaA 

bdkbZ dksM ,lds,l @ ,u 0010 

bdkbZ 'kh"kZd vkS|ksfxd rSukfr;ksa esa lqj{kk 

rRo vkS|ksfxd iz{ks=ksa esa lqj{kk ds dk;Z djuk 

fu"iknu ekun.M ihlh 4 % lapkj 

Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 3 % lapkj fof/k;ka vkSj midj.kksa dk mi;ksx 

dkS'ky 

O;kolkf;d dkS'ky ,lch 2 % iznku fd, x, midj.k ds lkFk lapkj 

bdkbZ dksM ,lds,l @ ,u 0011 

bdkbZ 'kh"kZd Lo;a rFkk laxBu dh ldkjkRed izLrqfr 

rRo laxBu dh rS;kjh vkSj O;ogkj ds ekudksa dk ikyu djuk 

fu"iknu ekun.M ihlh 7 % laxBu dh ^^feysa vkSj vfHkoknu djsa** izfØ;k dk ikyu djuk 

Kku vkSj le> ¼ds½ 

rduhdh @ iz{ks= Kku dsch 1 % lapkj midj.k dk mi;ksx 

vkidks ;g lqfuf'pr djuk gksxk fd ekWM~;wy esa fn, x, l= iwjs gksus ij izR;sd Nk= fuEufyf[kr 

fu"iknu ekud iwjs djrk gS % 

fu"iknu ekud gka ugha 

lapkj pØ ds rRoksa  igpku djuk 

lapkj pØ dk fp= cukuk 

o.kZukRed izfrfØ;k iznku djus ds fy, ,d okD; fuekZ.k djuk 

fof'k"V izfrfØ;k iznku djus ds fy, ,d okD; fuekZ.k djuk 

dk;ZLFky ij lapkj esa ck/kkvksa dh ,d lwph ladfyr djuk 

lapkj esa ck/kkvksa dks nwj djus ds fy, dk;Zuhfr;ksa ds p;u ds fy, Kku dk izn'kZu 

xzkgh }kjk vko';d lHkh rF;ksa dks izsf"kr djus okys ,d okD; dk fuekZ.k djuk 

fof'k"V lans'k ds lkFk okD; fuekZ.k djuk 

xzkgh dks lans'k izkIr gksus ij mlds  izfr vknj n'kkZus dk O;ogkj 

ekSf[kd lapkj dh fof/k;kas dh igpku 
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vekSf[kd lapkj dh fof/k;kas dh igpku 

Loj vkSj fip esa cnyko ds lkFk ,d Hkk"k.k nsuk 

fnu ds le; dks /;ku esa j[krs gq, fouezrk vkSj mfpr vfHkoknu 

vekSf[kd lapkj dh LFkk;h fo'ks"krkvksa dh lwph 

vekSf[kd lapkj dh xfr'khy fo'ks"krkvksa dh lwph 

VsyhQksu ls lacaf/kr f'k"Vkpkj viuk,a 

lqj{kk m|ksx esa bLrseky ykWx cqd dh igpku djuk 

lqj{kk m|ksx ds fy, vke fjiksVksZa dks igpkuuk 

ykWx cqd ds izk:i esa visf{kr tkudkjh Hkjsa 

lqj{kk m|ksx esa ,d fo'ks"k fLFkfr ds fy, mi;qDr 'kCnksa ds lkFk izHkkoh lapkj djsa 

lapkj ds fy, cqfu;knh lqj{kk midj.kksa dk lapkyu djsa 
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v/;kidksa ds fy, lkekU; funsZ'k 

	 izf'k{k.k vk;ksftr djus ls igys v/;kid gLriqfLrdk dks /;ku ls i<+saA 

	 l= ;kstuk dk dBksjrkiwoZd ikyu djsaA 

	 laxr Kku vkSj fd, tkus okys dkS'kyksa ds lkFk vPNh rjg ls ifjp; izkIr djsaA 

	 lqfuf'pr djsa fd f'k{k.k vkSj izf'k{k.k ds fy, lHkh lkefxz;ka @ lgk;d lkefxz;ksa @vko';d 

midj.k miyC/k gSaA 

	 iz;kstu dks le>k dj dkS'ky dk ifjp; nsaA 

	 fooj.k esa izfrHkkfx;ksa dks izR;sd pj.k foLrkj ls le>krs gq, dkS'kyksa dk izn'kZu djsaA 

	 Nk=ksa dks iz'u iwNus dk vkea=.k nsaA 

	 Nk=ksa ls Lo;a dkS'kyksa dk vH;kl djus ds fy, dgsa vkSj muds dk;Z fu"iknu dk vodyksdu 

djsaA 

	 Nk=ksa dks jpukRed izfrfØ;k nsaA 

	 d{kk esa dk;Z fu"iknu ds nkSjku Nk=ksa ds lkeus vkus okyh leL;kvksa ij ppkZ djsaA 

	 eq[; vf/kxe dk lkjka'k djsaA 

	 lqfuf'pr djsa fd izR;sd l= ds var esa eq[; vf/kxe xzg.k fd;k x;k gS vkSj fu"iknu ekud iwjs 

fd, x, gSaA 

	 ;g lqfuf'pr djus ds fy, Nk=ksa dh dk;Z iqfLrdk dh fu;fer tkap djsa fd lHkh vH;kl le; 

ij iwjs fd, tk jgs gSaA 

	 lqfuf'pr djsa fd lHkh izfrHkkxh Nk= dk;Z iqfLrdk esa fn, x, vko';d vkdyu iwjs djrs gSaA 

	 ges'kk izfrHkkfx;ksa dks izksRlkgu nsaA mUgsa ppkZ] iz'u & mÙkj l= vkSj dk;Z mUeq[k xfrfof/k;ksa esa 

lfØ; :i ls layXu gksus ls dHkh fu#Rlkfgr ugha djsaA 
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q   fo"k; oLr i`”B la[;k 

izLrkouk 3 

vkHkkj 4 

gLriqfLrdk ds ckjs esa 5 

v/;kidksa ds fy, lkekU; funsZ'k 9 

l= 1 % lapkj pØ ds rRoksa dh igpku djuk 11 

l= 2 % izfrfØ;k iznku djuk 17 

l= 3 % lapkj dh ck/kkvksa ls mcjuk 23 

l= 4 % lapkj ds fl)kar ykxw djuk 30 

l= 5 % ekSf[kd vkSj vekSf[kd lapkj ds rRo ykxw djuk 34 

l= 6 % lapkj midj.k vkSj pSuyksa dk mi;ksx 41 

'kCnkoyh 51 

i<+us ds fy, lq>ko 55 
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l= 1 % lapkj pØ ds rRoksa dh igpku djuk 

laxr Kku lapkj ;g ekSf[kd vkSj fyf[kr :i esa fopkjksa] Hkkoukvksa vkSj 

rF;ksa dh vfHkO;fDr vkSj O;k[;k djus dh {kerk gSA ;g Hkk"kk 

dh n`f"V ls lkekftd] lkaLÑfrd vkSj dk;Z lanHkZ dh jsat esa 

mi;qDr rjhds ls var%fØ;k dk lk/ku Hkh gSA ;g lanHkksZa] 

laLÑfr;ksa] fof/k;k a a s vanj vkSj s vkSj ehfM;k dh fofo/krkvks d

buds chp vFkZ mRiUu djus esa lans'k dk mi;ksx gSA ;g 

egRoiw.kZ rjhdk gS ftlds tfj, rF;ksa] fopkjksa] vuqHkoksa vkSj 

vuqHkwfr;ksa dks vkil esa ckaVk vkSj vknku iznku fd;k tkrk gSA 

ekuo lapkj ekSf[kd vkSj vekSf[kd nksuksa gSA ekSf[kd lapkj esa 

fyf[kr vkSj ekSf[kd nksuksa lapkj 'kkfey gaS tcfd vekSf[kd 

lapkj esa 'kkjhfjd gko Hkko] psgjs dh vfHkO;fDr vkSj rLohjsa 

'kkfey gSaA 

izHkkoh lapkj dsoy rHkh gksrk gS ;fn xzkgh mlh lwpuk ;k 

fopkj dks Bhd Bhd le> tkrk gS ftls izs"kd Hkstus dk bPNqd 

gSA blesa mfpr midj.k dk mi;ksx] mi;qDr O;fDr dks 

tkudkjh nsuk vkSj izHkkoh :i ls lapkj 'kkfey gSA lapkj esa 

#dkoV ;k rks lapkj ds dkS'kyksa esa deh ;k ,d fujarj fopkj 

izfØ;k esa deh ds dkj.k vkrh gSA ;g lapkj usVodZ esa #dkoV 

ds dkj.k Hkh gks ldrk gSA lapkj ds rhu egRoiw.kZ Hkkx gSa & 

laizs"k.k] lquuk vkSj izfrfØ;kA 

lapkj ds rRo 

,d lapkj pØ ds fofHkUu rRo bl izdkj gSa % 

	 izs"kd % izs"kd lans'k nsrk gS ;k dksM djrk gS] mnkgj.k ds 

fy, ;k ^^ueLdkj egksn; @ egksn;k^^ dgdj vfrfFk ;k 

xzkgd dk vfHkoknu djrk gSA 

	 lans'k % bl ekeys esa lans'k ^^ueLdkj egksn; @ egksn;k^^ 

gS] ftls lapkj dh lkexzh ds :i esa tkuk tkrk gSA 
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 ek/;e % bl pSuy dks lapkj ds fy, mi;ksx fd;k tkrk 

gSA ;g fuEufyf[kr esa ls fdlh Hkh :i esa gks ldrk gS & 

ekSf[kd] vekSf[kd] lfp=] izrhdkRed ;k fyf[krA 

	 xzkgh % xzkgh vkus okys lans'k ;k Hkko dks fMdksM djrk gS] 

bldk vuqokn vkSj izLrqfr djrk gS tks mÙkj ;k izfrfØ;k 

ds :i esa ckgj vkrk gSA 

	 izfrfØ;k % xzkgh fdl izdkj bl ij izfrfØ;k ;k vuqfØ;k 

nsrk gS] bls izfrfØ;k dgrs gSaA ;g izsf"kr dh tkus okyh 

lwpuk dk izHkko] mÙkj ;k izfrfØ;k gSA 

lapkj pØ 

lapkj pØ la{ksi esa lapkj dh izfØ;k gSA 

izs”kd 

izfrfØ;k lans'k 

dksM gVkuk dksM cukuk 

xzkgh ek/;e @ pSuy 

LykbM 1 % lapkj pØ ds rRo 
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C 'Ill 

Email 

Books F 

 

Ik= 


bZ&esy 

fjdkWMZl@ 

fjiksVZ~l 

VsyhQksu 

eksckby 

Qksu 

bZih,ch,Dl 

iz.kkyh 

ohfM;ks 

dkWUÝsal 

s"kd^^ vius lans'k dk 'kCnks s a esa ^^budksM^^ djrk g ^^iz S vkSj dksM 

ds :i esa lans'k dks cksyrk ;k fy[krk gS vkSj rc ^^lans'k^^ Hkstk 

tkrk gS ;g lans'k VsyhQksu] ohfM;ks dkaÝsaflax] i=ksa] bZ&esy] 

cSBdksa ] fjdkWMZ~l vkj fjiksVZ tSls ek/;eksa l Hks stk tkrk ] Kkiuksa S 

gSA rc bl lans'k dks ^^xzkgh^^ }kjk ^^fMdksM** djrs gq, lquk ;k 

i<+k tkrk gS rkfd irk yxk;k tk lds fd izs"kd D;k dguk 

pkgrk gSA 

,d izHkkoh lapkj pØ esa] xzkgh Hkk"kk vkSj lans'k dks mlh izdkj 

le>rk gSa ftl izdkj izs"kd bls crkuk pkgrk gSA 'kCn] Vksu 

dh xq.koÙkk] 'kkjhfjd gko Hkko vkfn mlh lans'k dks izsf"kr djrs 

gSa vkSj Hkstus dh izfØ;k esa dksbZ foÑfr ;k gkfu ugha gksrh vkSj 

izs"kd mlh izdkj okil mÙkj nsrk gS] ftl izdkj mls ;g lans'k 

izkIr gqvk FkkA 

vYi lans’k lsok pSV 

baVjusV bZ&esy 

iqLrdsa QSDl 

VsyhQksu lsVykbV 

jsfM;ks 
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~ L__I _ _____.I ""-. 

I I 

* 

l= ;kstuk 1 Vh1 % ikjLifjd O;k[;ku 

1. 	l= fo"k; % lapkj pØ ds 

rRoksa dh igpku 

2. 	mís'; % lapkj pØ ds rRoksa 

dh igpku ds fy, Nk=ksa ds 

Kku] dkS'ky vkSj {kerkvksa 

dk fodkl 

3. 	Lkkexzh @ midj.k 

vko’;drk,a % pkVZ] Ldsp 

isu] :ylZ] daI;wVj] LykbM] 

LykbM izLrqrhdj.k ds fy, 

[kqys lzksr 

lkW¶Vos;j] ,ylhMh 

izkstsDVjA 

4. 	rS;kfj;ka 
 bl gLriqfLrdk ds var esa nh 

xbZ 'kCnkoyh dks i<+sa 

 lHkh lkefxz;ksa dks igys ls 

O;ofLFkr djsa 

5. f'k{k.k@izf'k{k.k fof/k % 


vof/k % 1 ?kaVs 

izfØ;k 

1. 	 O;k[;ku ds fy, fcanqvksa dh rS;kjh djsaA 

2. 	 fOk"k; dk ifjp; nsaA 

3. 	 Nk=ksasas a sa dks O;k[;ku ;k izLrqfr dk mís'; crkdj ,d 

'kq:vkr djsaA 

4. 	 d{kk esa fo"k; dk ifjp; nsa vkSj Nk=ksasasa sa dks laxr Kku 

iznku djsaA 

5. 	 CySdcksMZ@OgkbVcksMZ ij lapkj pØ cuk,a vkSj Nk=ksasasa sa dks 

izR;sd rRo ds ckjs esa crk,a@lapkj pØ ij ,d LykbM 

cukdj izLrqr djsa vkSj Nk=ksa dks ;g le>k,aA 

6. 	 fo"k; dk fLFkfr ls laca/k cuk,a vkSj iz'u iwNsa 

7. 	 fof'k"V mnkgj.k izLrqr djAsa 

8. 	 fo"k; ls lacaf/kr iz'uksa dks iwN dj Nk=ksasasa sa dks volj nsrs 

gq, blesa 'kkfey djsaA 

9. 	 Nk=ksasas a sa ds iz'uksa dk Li"Vhdj.k djAsa 

10. fo"k; dk lkjka'k vkSj eq[; fcanqvksa ds egRo dks le>k,aA 

lans'k Hkstk x;k 

fopkj mRiUu 


lans'k le>k 

x;k 
lans'k dksM esa 


lans'k dk dksM 

le>uk 

lans'k izkIr 
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Vh 2 % Hkwfedk fuHkkuk 

,d ^^jksy Iys djsa^^ vius Nk=ksa dks lapkj pØ ds fofHkUu rRoksa 

ds ckjs esa le>k,aA vkius Nk=ksa ls izHkkoh lapkj ds N% egRoiw.kZ 

fl)karksa ds ckjs esa iwNsaA tks fuEufyf[kr gSa % 

1. lwpuk Li"V lans'k ds :i esa Hkstuh pkfg,A 

2. lans'k le; ij Hkstuk pkfg,A 

3. lans'k iwjk gksuk pkfg,A 

4. lans'k laf{kIr gksuk pkfg,A 

5. lans'k rF;kRed gksuk pkfg,A 

6. lans'k 'kq) gksuk pkfg,A 

vki Hkwfedk fuHkkus dk lapkyu djus ds fy, bl ifjn`'; dk 

mi;ksx dj ldrs gSa 

ifjn`'; 

,chlh daiuh ds lqj{kk vf/kdkjh us izos'k }kj ij okgu dks 

jksddj iwNk] ueLdkj egksn;! D;k eSa vkidh enn dj ldrk 

gwa\^^ Jh foØe ds pkyd us mÙkj fn;k] th gka! foi.ku foHkkx 

ds mik/;{k ds lkFk gekjh cSBd gS^^A lqj{kk vf/kdkjh us 

uezrkiwoZd mÙkj fn;k] ^^dksbZ ckr ugha egksn;] Ñi;k dqN le; 

ds fy, viuk okgu ikfdZax ds ckbZa vksj [kM+k djsa vkSj eSa ns[k 

ysrk gwa fd mik/;{k egksn; miyC/k gSaA Jh foØe us mÙkj 

fn;k] ^^/kU;okn egksn;^^A 

Vh 3 % vH;kl l= 

vius Nk=ksa dks lapkj pØ cukus ds fy, dgsa vkSj os vius Nk= 

iksVZQksfy;ks ds Hkkx ds :i esa bls tek djAsa Nk=ksa 
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a 

I I I 

la{ksi izLrqfr ¼20 feuV½ 

1. d{kk esa ppkZ djsa fd xfrfof/k;ksa ls Nk= D;k lh[k jgs gSaA 

2. vki bl rjg ds iz'u iwN ldrs gSa tSls 

(i) lapkj pØ D;k gS\ 

(ii) lapkj pØ ds fofHkUu rRo D;k gS\ 

(iii) lapkj pØ dks le>us esa izHkkoh lapkj D;ksa egRoiw.kZ 

gS\ 

vkdyu xfrfof/k;ks ds fy, tkap lwph 

fuEufyf[kr tkaplwph dk mi;ksx djrs gq, ns[ksa fd D;k vkids 

Nk= vkdyu xfrfof/k ds fy, lHkh vko';drk,a iwjh djrs gSa% 

Hkkx d 

Nk= buds chp varj dj ldrk gS 

¼d½ izs"kd vkSj izkfIrdrkZ 

¼[k½ fopkj vkSj lans'k 


Hkkx [k 


Nk= fuEufyf[kr iz'uksa dk mÙkj ns ldrs gSa % 


¼d½ lapkj pØ D;k gS\ 

¼[k½ lapkj pØ ds fofHkUu rRo D;k gaS\ 

¼x½ izHkkoh lapkj esa lapkj pØ dks le>uk egRoiw.kZ D;ksa gS\ 


Hkkx x 

Nk= lkekU;] rduhdh] O;kolkf;d vkSj laxBukRed Kku 

iznf'kZr djrs gSa rkfd os visf{kr ekudksa dk fu"iknu dj ldsaA 

fu"iknu ekudksa esa ;g 'kkfey gks ldrk gSa fdarq ;g bl rd 

lhfer ugha gS % 


fu"iknu ekud gka ugha 

lapkj rRo ds pØksa dh igpku djsaA 

lapkj pØ dk fp= cuk,aA 
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l= 2 % izfrfØ;k iznku djuk 

laxr Kku izfrfØ;k ls izs"kd dks mlds lapkj dh izHkko'khyrk dk irk 

yxrk gSA tks O;fDr lapkj dkS'ky esa izf'kf{kr ugha gSa] os fcuk 

fdlh vfHkizk; ds izfrfØ;k nsrs gSaA tcfd] tks O;fDr lapkj esa 

izf'kf{kr gSa] muds fy, izfrfØ;k ,d ,slk lk/ku gS tks lquus 

vkSj Hkstus okys ds chp lapkj dks izHkkoh cukrk gSA izfrfØ;k 

nsuk vkSj ysuk ,sls dkS'ky gSa ftUgsa lh[kk tk ldrk gSA vkb, 

izfrfØ;k dh fo'ks"krkvksa ij fopkj djsaA izfrfØ;k dh dqN 

fo'ks"krk,a bl izdkj gSa % 

	 ewY;kadu ds LFkku ij o.kZukRed gS % o.kZukRed izfrfØ;k 

O;ogkj cnyus dh t:jr dk mYys[k gksrk gS] tcfd 

ewY;kadu izfrfØ;k fu.kZ; ysrh gSa] tks O;ogkj cnyus esa 

enn ugha djrh gSA 

	 ;g lkekU; ds LFkku ij fo'ks"k gS % izfrfØ;k fof'k"V :i 

esa gksuh pkfg, ftlls xzkgh dks ml {ks= dks irk yx lds 

ftls laHkkyus dh t:jr gSA 

	 ;g cnyus ;ksX; O;ogkj dh vksj funsZf'kr gS % O;ogkj ds 

oSdfYid rjhdksa dks crkus okyh izfrfØ;k tks O;fDr;ksa dks 

pquus vkSj vius O;ogkj esa ifjorZu ykus dh lqfo/kk nsrh 

gSA ;g lqfuf'pr djrh gS fd O;ogkj ges'kk ds fy, cny 

x;k gSA 

	 ;g vf/kjksfir djus ds LFkku ij ekaxh tkrh gS % ;g 

izfrfØ;k rc cgqr egRoiw.kZ gS tc xzkgh us vius vki 

iz'uksa dh rS;kjh dh gS] ftuds mÙkj mls ns[kus okys yksx ns 

ldrs gSaA 

	 ;g lgh le; ij nh tkrh gS % lkekU;r%] izfrfØ;k cgqr 

egRoiw.kZ gksrh gS ;fn ;g le; ij nh tkrh gS ;k lcls 

igys volj ij nh tkrh gSA 

	 Li"V lapkj lqfuf'pr djus ds fy, tkap dh tkrh 
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gSa % ;g tkapus ds fy, fd xzkgh us lans'k dks Li"V :i 

ls izkIr fd;k gS] xzkgh ls ml izfrfØ;k dks nksckjk cksyus 

ds fy, dgk tkrk gS tks mls izkIr gqbZ gS vkSj ns[kk tkrk 

gS fd ;g izs"kd ds eu dh ckr ds laxr gSaA 

Nk=ksasas a dks vkidks rhu igyqvksa dks crkus dh vko';drk gS tks 

os ges'kk jpukRed izfrfØ;k nsus ls igys /;ku esa j[kAsa 

(i) 	 rVLFk vkSj bZekunkj ¼rF;ksa ij dk;e jgsa½ voyksduA 

(ii) 	 oSdfYid izLrko ;k mnkgj.k ds lkFk viuh ckr lkfcr 

djsaA 

(iii) 	 fodYi ls ykHk n'kkZ,aA 

blh rjg] blds vykok vkidks tksj nsuk pkfg, fd mUgsa 

izfrfØ;k izkIr djrs le; ml izfrfØ;k ds rhu i{kksa ij 

ges'kk fopkj djuk pkfg,A 

(i) 	 /;kuiwoZd lqusa fd vU; O;fDr D;k dg jgk gSA 

(ii) 	 ;fn Li"Vhdj.k dh vko';drk gS rks iz'u iwNAsa 

(iii) 	 j{kkRed ;k HkkoukRed uk cusaA 
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l= ;kstuk 2 Vh 1 % ikjLifjd O;k[;ku 

1- l= fo"k; % izfrfØ;k nsuk 

2- mís'; % izfrfØ;k nsus esa Nk=ksa 

ds Kku] dkS'ky vkSj {kerkvksa 

dk fodkl djukA 

3- Lkexzh @ midj.k 

vko’;drk,a % pkVZ] Ldsp 

isu] :ylZ] daI;wVj] LykbM] 

LykbM izLrqrhdj.k ds fy, 

[kqys lzksr lkW¶Vos;j] ,ylhMh 

izkstsDVj] dqlhZA 

4- rS;kfj;ka 

 bl gLriqfLrdk ds var esa nh 

xbZ 'kCnkoyh dks i<+sa 

 ikjLifjd O;k[;ku ds fcanq 

rS;kj djsaA 

 [ksy ds fy, igys ls 

vkÑfr;ka rS;kj djsaA 

5- f'k{k.k@izf'k{k.k fof/k % 

vof/k % 2 ?k.Vs 

izfØ;k 

1. 	 fo"k; dk ifjp;A 

2. 	 Nk=ksasas a dks O;k[;ku ;k izLrqfr dk mís'; crkdj ,d 

'kq:vkr djsaA 

3. 	 d{kk esa fo"k; dk ifjp; nsa vkSj Nk=ksa dks laxr Kku 

iznku djsaA 

4. 	 Nk=ksasas a dks izfrfØ;k dh fo'ks"krk,a le>k,aA 

5. 	 izfrfØ;k nsrs le; fopkj esa ysus okys i{kksa ds mnkgj.k 

nsaA 

6. 	 izfrfØ;k ysrs le; fopkj esa ysus okys i{kksa ds mnkgj.k 

nsaA 

7. 	 fo"k; dk lkjka'k vkSj eq[; fcanqvksa ds egRo dks le>k,aA 

8. 	 ;g lqfuf'pr djsa fd izR;sd Nk= izfrfØ;k dk vFkZ 

le>rk gSA 

9. 	 fof'k"V mnkgj.k izLrqr djsaA 

10. Nk=ksasasa sasa dks fo"k; ls lacaf/kr iz'u iwNdj mUgsa 'kkfey gksus 

dk volj nsaA 

11. vki bl izdkj ds iz'u iwN ldrs gSa 

¼d½ izfrfØ;k D;k gS\ 

¼[k½ lapkj esa izfrfØ;k egRoiw.kZ D;ksa gS\ 
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Vh 2 % [ksy 

fp= 1 


fp= 2 

Li"V :i ls cksyssa vkSj cgqr 

tYnh ugha cksysaA 

dqN nwljs rjhds ls tkudkjh 

nksgjk,a 

vof/k % 2 ?k.Vs 

bl [ksy dks [ksyus ds fy, vius Nk=ksa ls dgsaA 

izfØ;k 

1. 	 ;g [ksy tksM+s esa [ksyk tk,xkA ;g nks pØksa esa [ksyk 

tk,xkA bl [ksy ds fy, dejs esa j[kh dqflZ;ksa dks tksM+s esa 

j[kk tk,xk] izfrHkkfx;ksa ls dejs esa QSy dj [kM+s gksus ds 

fy, dgk tk,xkA dqflZ;ksa dks ,d nwljs ds ihNs yxk,a] 

rkfd tc izfrHkkxh cSBsa rks ,d nwljs ds ihNs mudh ihB 

gksxhA 

2. tksMs+ esa] ,d izfrHkkxh dk uke , vkSj nwljs dk ch v{kj ls 

j[kk tk,xkA bl izf'k{k.k [ksy esa lHkh ^^,** okys yksxksa dks 

dkxt ij vkÑfr 1 nh tkrh gSA bl vkÑfr dks 

vko';drk ds vuqlkj cnyk tk ldrk gSA bl [ksy esa 

lHkh ^ch* okys yksxksa dks ,d [kkyh dkxt vkSj isu ;k 

isafly fn, tkrs gSaA 

3. 	 igys nkSj esa ^,* lewg ls mEehn dh tkrh gS fd os vius 

gkFkksa ls b'kkjk djds ^ch* dks crk,axs rkfd os mUgsa fn, 

x, dkxt ij bldh izfr cuk ldasA bl nkSj esa ,d ck/kk 

Mkyh tkrh gSA 

4. 	 ^ch* ls dgk tkrk gS fd bl nkSj dks [ksyrs le; og 

vkil esa ckr ugha djsaA mUgsa dsoy lquuk vkSj ^,* }kjk 

fn, x, vuqns'kksa ds vuqlkj fp= cukuk gSA 

5. 	 lHkh yksxksa ds nkSj iwjs gks tkus ij ^ch* viuh cukbZ xbZ 

vkÑfr ^,* dks fn[krs gSaA ,slk cgqr de gksrk gS fd 

vkÑfr lgh cukbZ tk,A ^ch* }kjk cukbZ xbZ rLohj ij 

FkksM+k galh etkd gksrk gSA [ksy ds nwljs nkSj esa ^,* dks 

vkÑfr 2 cukus ds fy, nh tkrh gSA 

6. 	 bl ckj ^ch* dks cksyus dk ekSdk fn;k tkrk gS vkSj ^,* ls 

iwNk tkrk gS fd D;k mUgsa dksbZ ckr le> esa ugha vkbZA 

vc os viuk fp= cukdj ^ch* dks fn[kkrs gSaA 
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la{ksi izLrqfr 

1- iz'uksa dk mi;ksx djsa ¼1½ vkius fdlh deh ;k ck/kkvksa dk 

lkeuk fd;k\ vkSj ¼2½ D;k vki Hkkxhnkj ls Li"Vhdj.k 

ysus ds ckn csgrj lapkj dj ik,\ lapkj dh fofHkUu 

ladYiukvksa vkSj fl)kark dks Li"V dj ik,A sa

2- lewg ls dgsa fd tc os Hkkxhnkjksa ls izfrfØ;k ys jgs Fks rks 

muds ^lquus ds dkS'kyksa* e fdl izdkj lq/kkj n'kkZ;k x;kA sa

3- bl rF; ij fopkj djsa fd izHkkoh lapkj ds fy, lquus ds 

dkS'ky vkSj izfrfØ;k egRoiw.kZ gaSA 

Vh 3 % Hkwfedk fuHkkuk 

vius Nk=ksa dks izfrfØ;k nsus vkSj ysus ds fofHkUu i{k le>kus 

ds fy, ^^Hkwfedk vfHku;* vk;ksftr djsaA vki Hkwfedk fuHkkus ds 

fy, fuEufyf[kr ifjn`'; dk mi;ksx dj ldrs gSaA 

ifjn`'; 

lqj{kk i;Zos{kd us lqj{kk xkMZ ¼,l½ }kjk ,d vkxarqd ¼oh½ ds 

lkFk gqbZ ckrphr lqu yh Fkh tks bl izdkj gqbZ % 

,l % gkaa 

oh % eq>s vius nksLr ls feyuk gS os ,d fjlsI'kfuLV gaSA 

,l % mudk uke D;k gS\ 

oh % mudk uke egs'k gSA 

lqj{kk xkMZ us Jh egs'k ds miyC/krk ds ckjs esa tkuus ds fy, 

VsyhQksu ij uacj yxk;kA 

,l % gka] vki tk ldrs gSaA 
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a vkdyu xfrfof/k;ks ds fy, tkap lwph 

fuEufyf[kr tkaplwph dk mi;ksx djrs gq, ns[ksa fd D;k vkids 

Nk= vkdyu xfrfof/k ds fy, lHkh vko';drk,a iwjh djrs gSa% 


Hkkx d 


Nk= buds chp varj dj ldrk gS 


¼d½ izfrfØ;k dh fo'ks"krk,a 


Hkkx [k 


Nk= fuEufyf[kr iz'uksa dk mÙkj ns ldrs gSa % 


¼d½ izfrfØ;k D;k gS\ 

¼[k½ lapkj esa izfrfØ;k D;ksa egRoiw.kZ gS\ 


Hkkx x 


Nk= lkekU;] rduhdh] O;kolkf;d vkSj laxBukRed Kku 

iznf'kZr djrs gSa rkfd os visf{kr ekudksa dk fu"iknu dj ldAsa
 
fu"iknu ekudksa esa ;g 'kkfey gks ldrk gSa fdarq ;g bl rd 

lhfer ugha gS % 


fu"iknu ekud gka Ukgha 

o.kZukRed izfrfØ;k iznku djus ds 

fy, ,d okD; jpuk djsaA 

fof'k"V izfrfØ;k iznku djus ds fy, 

,d okD; jpuk djsaA 
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l= 3 % lapkj dh ck/kkvksa l mcjuk 

lapkj dks izHkkfor djus okys fofHkUu dkjd tks u dsoy izHkkoh 

lapkj ds fy, ck/kkvksa ;k fuokjd ds :i esa dk;Z djrs gSa 

cfYd bUgsa O;kid rkSj ij i;kZoj.k] O;ogkj] iz.kkyh ladYiuk] 

O;fDrxr Hkk"kkbZ {kerk] nqcZy izfr/kkj.k] /;ku u nsus vkSj 

HkkoukRed fLFkfr ds :i esa oxhZÑr fd;k tk ldrk gSA 

vkidks vius Nk=ksas dks mu dkjdksa ds ckjs esa i<+kus dh t:jr 

gS vkSj mUgsa bu laHkkfor mik;ksa ls ifjfpr djkuk gksxk ftUgsa 

laxr Kku 

 Ik;kZoj.k 

 O;ogkj 

 iz.kkyh ladYiuk 

 O;fDrxr Hkk"kkbZ {kerk 

 nqcZy izfr/kkj.k 

 /;ku u nsuk 

 HkkoukRed fLFkfr 

LykbM 1 % lapkj dks izHkkfor 

djus okys dkjd 

os bu ck/kkvksa ls mHkjus ds fy, lek/kkuksa ds rkSj ij viuk 

ldrs gSaA 

d- i;kZoj.kh; dkjd % 

lapkj dks izHkkfor djus okys i;kZoj.kh; dkjdksa esa 'kksj vkSj 

nwjh tSlh HkkSfrd ck/kk,a vkSj lapkj ds midj.kksa dh deh 

'kkfey gSaA 

(i) 'kksj % 'kksj ds dkj.k ruko gksrk gS] fo'ks"kdj i`"B Hkwfe esa 

gksus okys 'kksj vkSj cgqr vf/kd izfr/ofu lquus dh fØ;k esa 

cgqr ck/kd curs gSa] [kklrkSj ij ,dkxzrk dh deh okys yksxksa 

esaA blh izdkj ykmM Lihdj dk mi;ksx] tujsVj ;k e'khujh 

ls mRiUu gksus okys 'kksj lapkj esa ck/kk Mkyrk gSA 

lq>ko % vius fo/kkfFkZ;ksa dks le>k,a fd fdlh izdkj ekSf[kd 

lajpuk okys {ks= esa 'kksj dks gVkus ;k lkmaM izwfQax ls fdl 

izdkj lapkj esa lq/kkj vk,xkA 

vki fo/kkfFkZ;ksasa dks LVwfM;ks ys tk ldrs gSa tgka fn[kk;k tk 

ldrk gS fd lkmaM izwfQax }kjk fdl izdkj /ofu dks vyx 

fd;k tkrk gS vkSj 'kksj dks jksdk tkrk gSA 

vki ,d Nk= ls O;k[;ku nsus ds fy, dgsa vkSj ckdh Nk=ksa ls 

rst vkokt esa ,d nwljs ls ckr djus ds fy, dgsaA blds 

nkSjku vki iznf'kZr djsa fd tc v/;kid d{kk esa O;k[;ku nsrs 

gSa rks 'kkafr cuk, j[kuk fdruk egRoiw.kZ gSA 
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vki 'kkafr cuk, j[kus ds fo'ks"k ykHk crk ldrs gSa] mnkgj.k 

ds fy, blls izHkkoh :i ls lquus] /;ku dsafnzr djus vkfn esa 

lgk;rk feyrh gSA 

(ii) HkkSfrd #dkoVsa % HkkSfrd ck/kk,a tSls nwjh vkSj lapkj ds 

fy, nks"kiw.kZ midj.kksa dk mi;ksx lapkj dh izHkko'khyrk dks 

izHkkfor djrk gSA [kjkc jks'kuh] vlqfo/kktud cSBus dh txg 

vkSj vLoPN dejs Hkh lapkj dks izHkkfor djrs gSaA 

lq>ko % vius fo/kkfFkZ;ksa dks le>k,a fd ck/kkvksa ls mcjus ds 

fy, VsyhQksu] QSDl e'khu vkSj daI;wVj tSls midj.kksa ds 

mi;ksx dh fo'ksKrk D;ksa egRoiw.kZ gSA vki bl izdkj Hkh 

izdk'k Mky ldrs gSa fd lapkj esa mi;ksx ls igys midj.k dh 

tkap djuh pkfg,] rkfd vfiz; fLFkfr ls cpk tk ldsA 

vki n'kkZ ldrs gSa fd d{kk esa de jks'kuh gksus ls ns[kus rFkk 

/;ku dsafnzr djus ij izHkko iM+rk gSA vki vPNh jks'kuh dk 

egRo le>k ldrs gSaA blds fy, vki dqN ykbVsa can dj 

ldrs gSaA vki vlsacyh ds nkSjku Jksrkvksa dks lacksf/kr djus ds 

fy, ekbØks Qksu ds lgh bLrseky dh tkap dk izn'kZu Hkh dj 

ldrs gSaA 

[k- eukso`fÙk laca/kh dkjd 

lapkj dks izHkkfor djus okys eukso`fÙk laca/kh dkjdksa esa 

lkaLÑfrd ck/;rk,a] nwljksa dh ijs'kkuh ds dkj.k Mj] 

vLohÑfr ;k migkl tSls fd ^^tc rd vki ls cksyus ds fy, 

ugha dgk tkrk rc rd ugha cksy^^sa ] vU; O;fDr ds izfr 

ftEesnkjh dk ,glkl] vfuok;Zrkvksa dk nk;jk ¼gksuk pkfg,½ 

vkSj viuh Nfo esa fxjkoV 'kkfey gSaA 

lq>ko % vius Nk=ksa dks vki ;g Hkh le>k ldrs gSa fd 

O;fDrRo fodkl izf'k{k.k ds l=ksa ls mUgsa viuh eukso`fÙk laca/kh 

ck/kkvksa dks nwj djus vkSj lapkj dks izHkkoh cukus okyh {kerkvksa 
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ds fodkl esa fdl izdkj lgk;rk feyrh gSA 

x- iz.kkyh fMtkbu 

(i) le; % dqN dk;ksZa esa le; laosnu'khy gksrk gSa vkSj bls 

Vkyk ugha tk ldrkA gkykafd blds dkj.k dqN vU; 

izfØ;kvksa dks tYnckth esa iwjk fd;k tkrk gS vkSj 

ifj.kkeLo:i lapkj esa ck/kk mRiUu gks ldrh gSA le; dk 

ncko laokn djus dh {kerk dks izHkkfor djrk gSA 

lq>ko % vius Nk=ksa dks vki ;g le>k ldrs gSa fd lapkj dh 

izHkko'khyrk lqfuf'pr djus ds fy, vki le; vkSj xfr dk 

izca/ku fdl izdkj djsaA 

vki Nk=ksa ls ,d fo'ks"k volj ij 5 feuV dk Hkk"k.k rS;kj 

djus ds fy, dgsa] mnkgj.k ds fy, f'k{kd fnolA Nk=ksa 

ls ,d ds ckn ,d Hkk"k.k nsus ds fy, dgsa vkSj lq>k,a fd mUgsa 

le; dk izca/ku dSls djuk pkfg,A le>k,a fd fn, x, le; 

ds vanj izHkkoh :i ls fdl izdkj Hkk"k.k nsuk gSA 

(ii) lwpuk vf/kHkkj % ,d O;fDr dks cgqr lkjh tkudkfj;ka 

nsus ls mls Hkze] xyr O;k[;k ;k tkudkjh ds mi;ksx u gksus 

dh fLFkfr gksrh gSA 

lq>ko % vius Nk=ksa dks vki ;g le>k ldrs gSa fd lwpuk ds 

izokg vkSj nLrkost dh lwpuk dk izca/ku fdl izdkj djuk 

pkfg,A vki Nk=ksa dks le>k ldrs gSa fd ;fn lwpuk ds izokg 

dks fu;af=r ugha fd;k tkrk rks bldh O;k[;k xyr gks ldrh 

gS vkSj tkudkjh [kks ldrh gSA mUgsa izHkkoh Qkbfyax ds dkxt 

tekus ds lq>kko nsa vkSj Qkbyksa dks vklkuh ls nLrkost 

nksckjk izkIr djus ds fy, O;kofLFkr djuk fl[kk,aA daI;wVj esa 

lwpuk dks Qkbyksa vkSj Mk;jsDVjh esa HkaMkfjr djus ds fy, 

viukbZ xbZ izfØ;k dk mnkgj.k nsaA 

25 | P a g e 



 
 

 

 

 

 

 

 

 

      

     

      

 

 

     

    

   

     

     

       

   

       

 

 

  

 

  

  

   

   

     

 

 

   

      

     

    

   

      

  

 

 

 

\-\el pfU \ 
1\pS 

3- laxBukRed lajpuk dh tfVyrk,a % laxBu esa vf/kd ls 

vf/kd inkuqØe ¼mnkgj.k izca/kdh; Lrj dh vf/kd la[;k½] 

gksus ls lapkj dh xyr O;k[;k ;k u"V gks tkus dh vf/kd 

laHkkouk gksrh gSA 

lq>ko % vius Nk=ksa dks vki ;g le>k ldrs gSa fd ,d 

laxBu esa inkuqØe D;k gS vkSj iz'kklu] ys[kk] f'k{kk foHkkx 

vkfn esa dk;Zjr yksxksa ds chp lapkj fdl izdkj gksrk gSA vius 

Nk=ksa dks vius Ldwy ds fofHkUu foHkkxksa ;k vkl ikl ds 

laLFkkuksa esa ys tk,a vkSj ogka vf/kdkfj;ksa rFkk deZpkfj;ksa ls 

ckrphr djus ds fy, dgsa s saA o lapkj ds eqíksa ds fo"k; e le> 

ldsaxsA vius Nk=ksa dks le>k,a fd lwpuk ds O;ofLFkr :i ls 

pyus ij lapkj esa [kjkch ;k lapkj VwVus dh leL;k esa deh 

vk,xhA 

?k- O;fDrxr Hkk"kkbZ ;ksX;rk 

(i) 	 O;fDrxr fo'ks"krk,a & O;fDrxr fo'ks"krkvksa esa tSfod 

dkjd 'kkfey gSa ¼cksyus dk ,d fodkj ftlesa O;fDr t+ 

ds LFkku ij l dh vkokt+ fudkyrk gS ftls flfcySaV 

O;atu dgrs gSa½ vkSj Hkk"kk esa izoh.krk tSls 'kSf{kd dkjdA 

'kCnkoyh] O;kdj.k vkfn ds Kku ds ekeys esa O;fDrxr 

erHksn lapkj izHkko'khyrk dks izHkkfor djrs gaSA 

(ii) 	vo/kkj.kkRed vkSj Hkk"kk ds erHksn % vo/kkj.kk vkerkSj 

ij izR;sd O;fDr ds vklikl dh nqfu;k ds ckjs esa mldh 

O;k[;k dk rjhdk gSA ;fn lans'k ds ckjs esa xyr /kkj.kk 

gksrh gS rks ogka lapkj foÑfr mRiUu gksrh gSA 

vo/kkj.kkRed erHksnksa ds dkj.k vkus okyh ck/kkvksa dks 

de djus esa enn nsdj lapkj nksgjk;k vkSj le> dks 

tkapk tk ldrk gSA 
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lq>ko % 

vius Nk=ksa dks ;g crk,a fd muds fy, fofHkUu Hkk"kkvksa dks 

i<+uk D;ksa vko';d gS vkSj os fofHkUu Hkk"kk,a dSls lh[k ldrs 

gSaA 

³- xyr izfr/kkj.kk 

ekuo Le`fr ,d lhek ls ckgj dke ugha dj ldrh gSA ,d 

O;fDr ges'kk dgh xbZ ckrksa dks ;kn ugha j[k ldrk gS] [kkl 

rkSj ij ;fn mldh fnypLih ugha gS ;k mldk /;ku ugha gSaA 

blls lapkj eas #dkoV vkrh gSA 

lq>ko % vius fo/kkfFkZ;ksa dks vki ;g le>k ldrs gSa fd 

fjdkWMZ j[kus ;k muds j[kj[kko dk D;k egRo gSA fVIif.k;ksa] 

fyf[kr lans'kksa] bZ &esyksa vkfn dk mi;ksx djrs gq, lapkj 

dh :dkoV ls cpk tk ldrk gSA le>k,a fd fdl izdkj 

bZ&esy ls rsth ls lapkj gksrk gS cfYd blls dkxt vkSj le; 

dh cpr Hkh gksrh gSA iznf'kZr djsa fd lapkj esa bZ&esy dk 

mi;ksx vkSj Hkfo"; ds lanHkZ ds fy, bZ&Qkby dk j[kj[kko 

dSls fd;k tk,A  

p- /;ku ugha nsuk 

dbZ ckj ge eu ls lqurs ugha gSa] cfYd dsoy Åijh rkSj ij 

lqu ysrs gSa] [kkl rkSj ij vusd egRoiw.kZ phtksa dk [;ky 

jgrk gSA mnkgj.k ds fy,] ;fn ,d vkxarqd vkids ikl vkrk 

gS tc vki Qksu ij ckr dj jgs gSa] rks ;g egRoiw.kZ gS fd 

vki Qksu ij ekStwn O;fDr ls {kek ekax ysa] rkfd vki vkxarqd 

ij [kklrkSj ls /;ku ns ldsa ;k vki vkxarqd ls dqN le; 

izrh{kk djus dk vuqjks/k dj ldrs gSaA 

N- HkkoukRed voLFkk 

le; ds ,d fo'ks"k fcanq ij HkkoukRed voLFkk lapkj dks Hkh 

izHkkfor djrh gSA mnkgj.k ds fy,] ;fn vki fdlh Hkh dkj.k 

ls ijs'kku gS rks vki vius vki dks lgh rjhds ls O;Dr ugha 

dj ik,axs] D;ksafd vkids eu dh voLFkk fLFkj ugha gSA 
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l= ;kstuk 3 Vh 1 % ikjLifjd O;k[;ku 

1. 	 l= fo"k; % lapkj dh ck/kkvksa 

ls mcjuk 

2. 	 Lk= mís'; % lapkj dh 

ck/kkvksa ls mcjus ds fy, 

Nk=ksa ds Kku] dkS'ky vkSj 

{kerkvksa dk fodkl 

3- Lkexzh @ midj.k 

vko’;drk,a % pkVZ] Ldsp 

isu] :ylZ] daI;wVj] LykbM] 

LykbM izLrqrhdj.k ds fy, 

[kqys lzksr lkW¶Vos;j] ,ylhMh 

izkstsDVjA 

4- rS;kfj;ka 

 bl gLriqfLrdk ds var esa nh 

xbZ 'kCnkoyh dks i<+sa 

5- f'k{k.k@izf'k{k.k fof/k % 

vof/k % 2 ?kaVs 

izfØ;k 

1. 	 O;k[;ku ds fy, fcanqvksa dh rS;kjh djsaA 

2. 	 fOk"k; dk ifjp; nsaA 

3. 	 Nk=ksa dks O;k[;ku ;k izLrqfr dk mís'; crkdj ,d 

'kq:vkr djsaA 

4. 	 d{kk esa fo"k; dk ifjp; nsa vkSj Nk=ksa dks laxr Kku 

iznku djsaA  

5. 	 Nk=ksa dks lapkj esa fofHkUu izdkj dh ck/kkvksa ds ckjs esa 

le>k,aA 

6. 	 lapkj esa ck/kkvksa ds mnkgj.k nsaA 

7. 	 lapkj esa vkus okyh ck/kkvksa ls mcjus ds fy, viukbZ tkus 

okyh dk;Zuhfr;ksa ds mnkgj.k nsaA 

8. 	 fo"k; dk lkjka'k vkSj eq[; fcanqvksa ds egRo dks le>k,aA 

Vh2 % ppkZ 

vof/k % 1 ?kaVs 

izfØ;k 

1. 	 ppkZ djsa fd [ksy ds eSnku] dk;Z LVs'ku] dk;kZy; ds 

lkeus okys fgLls] dSQsVsfj;k vkfn tSls LFkkuksa ij izHkkoh 

lapkj esa 'kksj fdl izdkj ck/kk mRiUu djrk gSA 

2. 	 ppkZ djsa fd lapkj dh HkkSfrd #dkoVksa tSls nwjh vkSj 

nks"kiw.kZ midj.kksa dk mi;ksx djus ls lapkj dh 

izHkko'khyrk ij fdl izdkj vlj iM+rk gSA 

3. 	 ppkZ djsa fd ^^tc rd vkils dgk u tk, rc rd ugha 

cksysa** tSls oDrO; vkSj vU; yksxksa dks ukjkt dj nsus] 

vLohdkj ;k migkl dk Mj lapkj esa ck/kk ds :i esa dk;Z 

djrs gSaA 

4. 	 ppkZ djsa fd O;fDr dh fo'ks"krk,a vkSj ekufld voLFkk 

lapkj ij fdl izdkj izHkko Mkyrs gSaA 

5. 	 lapkj dh ck/kkvksa ds fofHkUu lek/kkuksa ij ppkZ djsaA 

mnkgj.k ds fy, cSBd ds nkSjku Jksrkvksa ls vius eksckby 

28 | P a g e 



 
 

 

  

 

 

 

 

     

    

 

 

   

 

   

 

 

 

 

  
 

 

 

 

 

  

 

 

 

 

   

 

       

 

 

   

   

 

  

 

 

a 

\4elpfU\ 
,\ps 

I I I 

Qksu lkbysa	 sa saV @ ehfVax eksM e j[kus ds fy, dgA 

6. 	 Nk=ksa dks okLrfod thou ds vusd izdj.k v/;;u crk,a 

rkfd Nk= vius vki dks ifjfLFkfr ls tksM+ ldsaA 

lq>ko % vius Nk=ksa dks vki ;g dg ldrs gSa fd os izHkkoh 

lapkj dks izHkkfor djus okyh fofHkUu izdkj dh ck/kkvksa ij ,d 

laf{kIr fVIi.kh ¼vf/kd ls vf/kd 25 'kCn½ fy[ksa 

vkdyu xfrfof/k;ks ds fy, tkap lwph 

fuEufyf[kr tkaplwph dk mi;ksx djrs gq, ns[ksa fd D;k vkids 

Nk= vkdyu xfrfof/k ds fy, lHkh vko';drk,a iwjh djrs gSa% 

Hkkx d 

Nk= buds chp varj dj ldrk gS 

¼d½ ck/kkvksa ds izdkj 

Hkkx [k 

Nk= fuEufyf[kr iz'uksa dk mÙkj ns ldrs gSa % 

¼d½ izHkkoh lapkj esa fofHkUu izdkj dh ck/kkvksa dks dSls nwj 

fd;k tk ldrk gS\ 

Hkkx x 

Nk= lkekU;] rduhdh] O;kolkf;d vkSj laxBukRed Kku 

iznf'kZr djrs gSa rkfd os visf{kr ekudksa dk fu"iknu dj ldAsa 

fu"iknu ekudksa esa ;g 'kkfey gks ldrk gSa fdarq ;g bl rd 

lhfer ugha gS % 

fu"iknu ekud gka Ugha 

dk;ZLFky esa lapkj dh fofHkUu ck/kkvksa 

dh lwph dks ladfyr djukA 
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l= 4 % lapkj ds fl)kar ykxw djuk 

izHkkoh lapkj ds fl)karksa dks 7 Jsf.k;ksa esa ckaVk tk ldrk gS] 

tks fyf[kr vkSj ekSf[kd nksuksa izdkj ds lapkj ij ykxw gksrs 

gSaA ;s bl izdkj gSa % 

1. iw.kZrk& lapkj iwjk gksuk pkfg,A xzkgh dks lHkh rF;ksa dh 

tkudkjh nsuh pkfg,A ,d laiw.kZ lapkj dh fuEufyf[kr 

fo'ks"krk,a gSa % 

 lans'k esa ls dksbZ egRoiw.kZ tkudkjh vuqifLFkr ugha gSA 

 blls vfrfjDr lwpuk nh tkrh gS] tgka vko';d gksaA 

 blls xzkgh ds fnekx esa dksbZ iz'u 'ks"k ugha gksuk 

pkfg,A 

 ;g xzkgh dks fo'okl fnykrh gSA 

2 laf{kIrrk & laf{kIrrk ;k NksVs :i esa cukus dk vFkZ gS fd 

lapkj dh vU; Jsf.k;ksa dks tkus fcuk U;wure 'kCnksa }kjk 

lapkj fd;k tkuk pkfg,A blls le; vkSj ykxr dh cpr 

gksrh gSA 

 ;g eq[; lans'k dks mHkkj dj lkeus ykrk gSA 

 ;g xzkgh dks vf/kd izHkkfor djrk gSA 

3 /;ku nsuk & /;ku nsus dk vFkZ gS Jksr ds fopkj fcanq] i`"B 

Hkwfe] lksp] f'k{kk ds Lrj] mudh fof'k"V vko';drkvksa] 

Hkkoukvksa vkfn dks /;ku esa j[kdj muds lkFk lapkj 

djukA 

4 Li"Vrk & Li"Vrk dk vFkZ gS ,d fo'ks"k lans'k ;k y{; 

ij ,d ckj esa cy nsuk] ctk, blds fd ,d gh ckj esa 

dk;Z iwjk fd;k tk,A Li"V lans'k esa 'kq)] mi;qDr vkSj 

Bksl 'kCnksa dk mi;ksx fd;k tkrk gSA Li"Vrk ls lqfuf'pr 

gksrk gS fd lapkj ljy vkSj lqxe gSA 

laxr Kku 
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iq#”k ewy ds ‘kCnksa dk 

mi;ksx ugha djas 

fyax oknh vfyax oknh 

v/;{k lHkkifr 

dSejkeSu dSejk vkWijsVj 

dkWUxzslh dkWUxzsl ds lnL; 

O;olk;h O;kolkf;d 

dk;Zdkjh 

iqfyldehZ iqfyl vf/kdkjh 

tu'kfDr dkfeZd 

5- Bksl & Bksl lapkj dk vFkZ gS lkekU; ds LFkku ij 

fo'ks"k :i ls crkukA Bksl lans'k dh fuEufyf[kr fo'ks"krk,a 

gSa % 

 ;g fof'k"V rF;ksa vkSj vkadM+ksa ds lkFk leFkZu djrk 

gSA 

	 blesa Li"V 'kCnksa dk mi;ksx fd;k tkrk gS tks 

izkekf.kdrk j[krs gSaA 

6- f'k"Vkpkj & lans'k esa f'k"Vkpkj gksus dk vFkZ gS fd lans'k 

esa izs"kd dh vksj ls vfHkO;fDr vkSj xzkgh ds izfr vknj 

n'kkZ;k tkuk pkfg,A f'k"V lans'k dh fuEufyf[kr fo'ks"krk,a 

gSa % 

 blesa lans'k ds xzkgh ds 'kCnksa vkSj vuqHkwfr;ksa dk 

mi;ksx fd;k tkrk gSA 

	 ;g ldkjkRed vkSj Jksrkvksa ij dsafnzr gksrk gSA 

	 blesa fdlh ds izfr >qdko ugha gksrkA 

7- 'kq)rk & lapkj esa 'kq)rk dk vFkZ gS fd lapkj esa O;kdj.k 

dh dksbZ xyrh ugha gksuh pkfg,A 'kq) lapkj dh 

fuEufyf[kr fo'ks"krk,a gSa % 

	 lans'k mi;qDr] 'kq) vkSj lgh le; ij fn;k x;k gSA 

	 blesa mi;qDr vkSj lgh Hkk"kk dk mi;ksx fd;k x;k 

gSA 
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l= ;kstuk 4 Vh 1 % Hkwfedk fuHkkuk 

1. 	 l= fo"k; % lapkj ds fl)karksa 

dks ykxw djuk 

2. 	 Lk= mís'; % lapkj ds 

fl)karksa dks ykxw djus ds 

fy, Nk=ksa ds Kku] dkS'ky 

vkSj {kerkvksa dk fodkl 

3- Lkexzh @ midj.k 

vko’;drk,a % pkVZ] Ldsp 

isu] :ylZ] daI;wVj] LykbM] 

LykbM izLrqrhdj.k ds fy, 

[kqys lzksr lkW¶Vos;j] ,ylhMh 

izkstsDVjA 

4- rS;kfj;ka 

 bl gLriqfLrdk ds var esa nh 

xbZ 'kCnkoyh dks i<+sa 

 [ksy [ksyus ds fy, vfuok;Z 

O;oLFkk,a igys ls djsaA 

5- f'k{k.k @ izf'k{k.k fof/k % 

lqj{kk ls lacaf/kr fofHkUu ifjn`';ksa esa lapkj ds fl)karksa dk 

vuqiz;ksx le>kus ds fy, Hkwfedk vfHkUk; vk;ksftr djsaA blds 

okD;ksa esa fuEufyf[kr 'kkfey gks ldrs gSa % 

(i) 	 ;g dk;ZØe 16 fnlacj] 2013 dks lkseokj 6-30 cts gSA 

(ii) 	 eSa vius var%dj.k ds f[kykQ dk;Z ugha dj ldrkA 

(iii) 	 eSa gj L=h@iq#"k ls cgqr vPNk djus dh mEehn djrk 

gwaA 

(iv) 	 vkidk dk;kZy; le; ij igqapuk vfr vko';d gS 

(v) 	 dk;Z iwjk djsa vkSj i;Zos{kd dks fjiksVZ djsa 

(vi) 	 eSa fjiksVZ fy[kxk vkSj vkids axkA wa  ikl tek d#

Vh 2 % [ksy 

rS;kfj;ka ¼20 feuV½ 

;g [ksy tksM+ksa esa [ksyk tkrk gS] ftlesa ,d fo/kkFkhZ izs{kd gSA 

d{kk dks nks&nks fo/kkfFkZ;ksa ds lewgksa esa ckaVsaA izR;sd lewg 

esa ,d fo/kkFkhZ dks izs{kd cuk,aA izs{kd lewg ds fo/kkfFkZ;ksa }kjk 

fn, x, mÙkj ntZ djsxkA 

izfØ;k 	¼1 ?kaVs 10 feuV½ 

1- fo/kkfFkZ;ksa ds izR;sd lewg ls vius Ldwy ds ifjlj dk legw 

pkVZ cukus ds fy, dgsaA mUgs [kkl rkSj ij Ldwy ds izos'k a

vkSj fuxZr fcanq n'kkZus gksaxsA ;g dk;Z lewg esa fd;k tk,A 

2- izs{kd vius voyksdu ntZ djsxkA 

3- vk/kk ?kaVk iwjk gksus ij pkVZ cukuk jksd fn;k tk,A 

izs{kd ls mEehn dh tkrh gS fd og iwjh d{kk ij muds lewg 

ds voyksduksa dh fjiksVZ nsaA lewg izs{kd ls lapkj ds fl)karksa 

ds vk/kkj ij viuh fjiksVZ ij izfrfØ;k izkIr djsaA 
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a vkdyu xfrfof/k;ks ds fy, tkap lwph 

fuEufyf[kr tkaplwph dk mi;ksx djrs gq, ns[ksa fd D;k vkids 

Nk= vkdyu xfrfof/k ds fy, lHkh vko';drk,a iwjh djrs gSa% 

Hkkx d 

Nk= buds chp varj dj ldrk gS 

¼d½ izHkkoh lapkj ds fl)kar 

Hkkx [k 

Nk= fuEufyf[kr iz'uksa dk mÙkj ns ldrs gSa % 

¼d½   lapkj dks izHkkoh cukus okys fofHkUu fl)karksa dks dSls 

ykxw djsa\ 

¼[k½   'kq)rk vkSj Li"Vrk ds chp D;k varj gS\ 

Hkkx x 

Nk= lkekU;] rduhdh] O;kolkf;d vkSj laxBukRed Kku 

iznf'kZr djrs gSa rkfd os visf{kr ekudksa dk fu"iknu dj ldAsa 

fu"iknu ekudksa esa ;g 'kkfey gks ldrk gSa fdarq ;g bl rd 

lhfer ugha gS % 

fu"iknu ekud gka Ugha 

,d ,slk okD; cuk,a ftlls xzkgh ds 

fy, vko';d lHkh rF; crk, tk 

ldsaA 

,d ,slk okD; cuk,a ftlls ,d 

fof'k"V lans'k feysA 

,sls rjhds ls vfHkO;Dr djsa ftlls 

lans'k ikus okys ds izfr vknj n'kkZ;k 

tk,A 
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l= 5 % ekSf[kd vkSj XkSj ekSf[kd lapkj ds rRo ykxw djuk 

lapkj ds ek/;e ls lapkj dk izdkj r; gksrk gSA lapkj esa 

iz;qDr ek/;e ds vk/kkj ij lapkj ds izfØ;k eksVs rkSj ij 

ekSf[kd lapkj vkSj vekSf[kd lapkj esa ckaVh tk ldrh gSA 

ekSf[kd lapkj esa fy[kuk vkSj ekSf[kd lapkj 'kkfey gS] tcfd 

xSj&ekSf[kd lapkj esa 'kkjhfjd Hkk"kk] psgjs ds gko Hkko vkSj 

rLohjsa 'kkfey gaSA bl izdkj] bl izdkj lapkj dh nks fof/k;ka 

gSa ekSf[kd lapkj ¼cksydj vkSj fyf[kr½ vkSj vekSf[kd lapkj 

¼'kkjhfjd Hkk"kk] psgjs ds gko Hkko vkSj rLohjksa }kjk] lkadsfrd 

lapkj½A 

ekSf[kd lapkj blesa lapkj ds ek/;e ds :i esa 'kCnksa dk 

mi;ksx fd;k tkrk gSA ,d izHkkoh ekSf[kd lapkj f} ekxhZ 

izfØ;k gS ftlesa cksyuk vkSj lquuk gksuk pkfg,A vkerkSj ij 

ekSf[kd lapkj ,d ls nwljs dh fof/k ;k ,d ls nwljs ds 

esytksy esa fd;k tkrk gSA ekSf[kd lapkj esa 'kq)rk] laf{kIrrk 

vkSj Li"Vrk cuk, j[kuk cgqr egRoiw.kZ gSA izs"kd dks ;g Hkh 

lqfuf'pr djuk pkfg, fd og midj.k ¼pSuy½ esa Li"V :i 

ls cksyrk gS vkSj vius 'kCnksa ds p;u ds ek/;e ls vknj izsf"kr 

djrk gSA vkj,lVhih
1
(RSTP) Li"V :i ls cksyus ds fy, ,d 

mi;ksxh ekxZnf'kZdk gSA 

vkj R (Rhythm) & rkyesy & cksyrs le; rkyesy cuk, 

j[kuk izHkkoh lapkj ds fy, egRoiw.kZ gSA cksyus esa #dkoV gksus 

ls oDrk dks vius vxys fopkj ds ckjs esa lkspus dk volj 

feyrk gS vkSj lkFk gh Jksrk dks tkudkjh le>us ds fy, 

i;kZIr le; fey tkrk gSA 

,l S (Speech) & ok.kh & ;g Jksrkvksa ds lkeus 

vkSipkfjd :i ls lapkj cksyus dk vkSipkfjd rjhdk gSA 

laxr Kku 

ekSf[kd lapkj 

Hkk"kk Li"V] fof'k"V] 'kq) rFkk 

Jksrkvksa ls mi;qDr rFkk 

iz;kstu ds vuqdwy gksuh 

pkfg,A 

1 http://www.ehow.com/info_8594284_elements-rhythmspeech. 
html#ixzz1oWhLze9L 
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Vh T (Tone) & Vksu & ;g vkokt+ dh xq.koÙkk gS tks 

vuqHkwfr ;k vFkZ esa cnyko iznf'kZr djrh gSA ,d leku Vksu esa 

cksyus ls ladsr feyrk gS fd oDrk fujk'k gks pqdk gSA 

Ikh P (Pitch) & fip & fip ekuo ds xys ds Loj ;a= esa 

daiuksa ds dkj.k mRiUu gksrk gSA Loj ;a= ds ruko esa gksus 

okys cnyko ls fip esa varj gks ldrk gSA vkerkSj ij] iq#"k 

dh rqyuk esa efgykvksa dh vkokt+ dk fip Åapk gksrk gSA 

fyf[kr lapkj dkS’ky ;g fyf[kr fof/k }kjk O;Dr djus dh 

O;fDr dh lapkj gSA izHkkoh fyf[kr lapkj ds egRoiw.kZ dkS'ky 

gSa % 

	 'kq) vkSj Li"V fy[k] lHkh vko';d tkudkfj;ka nh tk,aA sa 

	 fyf[kr lapkj dh vuqeksfnr 'kSfy;ksa vkSj izk:iksa dk 

mi;ksx djsaA 

izHkkoh ys[ku esa 'kCnksa dk lko/kkuh ls p;u] okD;ksa esa budk 

lgh Øe esa foU;kl vkSj okD;ksa dh ,d O;kid lajpuk rS;kj 

djuk 'kkfey gSA 

vekSf[kd lapkj % ;g ,slk lapkj gS ftlesa 'kjhj ds vaxksa dk 

bLrseky gksrk gSA blesa psgjs ds Hkko] vkokt+ dh Vksu] Li'kZ 

dh vuqHkwfr] xa/k dh vuqHkwfr vkSj 'kkjhfjd gko Hkko 'kkfey gSaA 

vekSf[kd lapkj ;k 'kkjhfjd gko Hkko ds egRoiw.kZ i{kksa dks 

le>dj vki yksxksa dks vPNh rjg le>uk lh[k ldrs gSaA 

vkjxkby vkSj muds lg;ksfx;ksa us lwpuk izsf"kr djus okys 

vekSf[kd lapkj dh fo'ks"krkvksa dk v/;;u fd;k gSA 
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'kkjhfjd gko Hkko 

'kkjhfjd gko Hkko vkSj O;ogkj 

esa fuEufyf[kr fofHkUu i{k 

'kkfey gSa % 

	 vka[kksa ls laidZ 

	 psgjs ds gko Hkko 

	 iwjs 'kjhj dh eqnzk 

	 gkFk dh eqnzk 

	 phtksa ls [ksyuk 

	 pkjksa vksj bl izdkj ns[kuk 

fd dksbZ pht <wa<uk gS 

	 mís'; ds lkFk @ fcuk 

pyuk 

	 Øks/k dk izn'kZu djus okys 

dk;Z 

	 Hkze dk izn'kZu djus okys 

dk;Z 

	 ,d O;fDr dks vkjke ;k 

vkjkenk;d eglwl gksukA 

mudh izkfIr;ksa dk lkjka'k fuEukuqlkj gS % 

¼d½ fLFkj fo'ks"krk,a 

1. 	 nwjh % nwjh vekSf[kd lans'kksa dks laizsf"kr djus dk ,d 

rjhdk gSA dqN laLÑfr;ksa esa ;g vkd"kZ.k dk ladsr gSa] 

tcfd vU; esa ;g ntkZ ;k xeZ tks'kh ;k ,glkl dh 

xgjkbZ n'kkZrk gSA Hkkjr esa lkeus okys O;fDr ls 

lapkj djrs le; ,d QqV dh nwjh cuk, j[kuk vknj 

lwpd gSA 

2. 	 vfHkfoU;kl % yksx vius vki dks fofHkUu rjhdksa ls n'kkZrs 

gSa % vkeus lkeus] vxy cxy] ;k ,d nwljs dh ihB dh 

vksjA mnkgj.k ds fy,] vkil esa lg;ksx djus okys yksx 

vxy cxy gksrs gSa tcfd izfr;ksxh vkerkSj ij ,d nwljs 

ds lkeus gksrs gSaA lqj{kk ds {ks= esa vkeus lkeus dk 

vfHkfoU;kl lkekU; gSA 

3. 	 eqnzk % vkidh eqnzk lans'k nsrh gSA mnkgj.k ds fy, ;fn 

vki ,d dqlhZ ij iSj ,d nwljs ij j[kdj ;k gkFk 

eksM+dj cSBrs gSa rks ;g lapkj ds vknku iznku esa vkids 

foJke dks n'kkZus okyh eqnzk gSA M~;wVh ij rSukr ,d lqj{kk 

vf/kdkjh ds fy, nks LohÑfr eqnzk,a gSa & lko/kku vkSj 

foJkeA 

4. 	 gkFkksa ;k Hkqtkvksa ls b'kkjk % gkFk feyuk] Nwuk] idM+uk] 

xys yxkuk ;k ihB FkiFkikuk] ;s lHkh lans'k nsrs gSaA 

;s lHkh vkReh;rk ds rRo n'kkZrs gSaA mnkgj.k ds fy, ;fn 

yksxksa dks ifjlj ls ckgj NksM+us tkrs gSa rks muds 

'kkjhfjd laidZ esa ml {ks= ls ckgj tkus ds lans'k dks 

izcfyr djus ds fy, gkFk ;k da/ks dks Li'kZ djuk 'kkfey 

gSA 

¼[k½  xfr'khy fo'ks"krk,a 

1. 	 psgjs ds gko Hkko % ,d eqLdqjkgV] R;kSjh p<+kuk] vka[kksa dh 

36 | P a g e 



  
 

     

    

  

  

      

   

     

 

 

     

    

 

 

        

   

   

     

  

 

  

    

        

    

   

 

 

     

       

 

 

 

 

 

 

 

Hkaoas mBkuk] mcklh ysuk vkSj etkd mM+kuk] ;s lHkh lwpuk 

izsf"kr djrs gSaA esytksy ds nkSjku psgjs dh vfHkO;fDr;ka 

fujarj dh tkrh gS vkSj bUgsa lkeus okyk O;fDr fujarj 

ns[krk jgrk gSA blh izdkj eqLdqjkus dks vkuan nk;d vkSj 

ennxkj ekuk tkrk gSA R;kSjh p<+kus dk vFkZ gS Hkze vkSj 

dbZ ckj xqLlkA mBh gqbZ Hkaoksa] mcklh vkSj etkd mM+kus 

dks iwjh rjg vLohÑr 'kkjhfjd gko Hkko ekuk tkrk gS] 

D;ksafd ;s xqLlk ;k mis{kk n'kkZrs gSaA 

2. 	 gko Hkko % bls lcls vf/kd la[;k esa ns[k tkrk gS] fdarq 

lcls de le>k x;k ladsr gkFkksa dh xfr gSA vf/kdka'k 

yksx ckr djrs le; gkFkksa dks fgykrs gSaA 

3. 	 ns[kuk % lkekftd lapkj dh ,d izeq[k fo'ks"krk vka[kksa dk 

laidZ gSA laidZ dh la[;k ls fnypLih ;k uhjLkrk dk 

irk pyrk gSA mnkgj.k ds fy, lqj{kk vf/kdkjh dks vkus 

okys O;fDr dh vka[kksa esa lh/ks ns[kuk pkfg,] tcfd ;g 

fe=rk iwoZd vkSj ehBs rjhds ls gksuk pkfg,A 

fp=kRed lapkj blesa ladsrksa ls lapkj djuk 'kkfey gS 

tSls ;krk;kr ds ladsr] 21 rksiksa dh lykeh] gksuZ] lkbju 

vkfnA mnkgj.k ds fy, ;w&VuZ dk ladsr vkidks ;w ds vkdkj 

esa ?kweus ds fy, dgrk gS vkSj lM+d ikj djus okys O;fDr ds 

ladsr ls irk yxrk gS fd vki ;gka ls lM+d ikj dj ldrs 

gSaA 

izrhdkRed lapkj bldk mi;ksx ladsrksa }kjk /kkfeZd LFky] 

Ldwy] fLFkfr] tqM+ko] lapkj ;qfDr;ksa vkfn dks n'kkZus esa fd;k 

tkrk gSA 
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l= ;kstuk 5 Vh 1 % xfrfof/k 

1. 	 l= fo"k; % ekSf[kd vkSj xSj 

ekSf[kd lapkj ds rRoksa dks 

ykxw djuk 

2. 	 Lk= mís'; % ekSf[kd vkSj xSj 

ekSf[kd lapkj ds rRoksa dks 

ykxw djus ds fy, Nk=ksa ds 

Kku] dkS'ky vkSj {kerkvksa 

dk fodkl 

3- Lkexzh @ midj.k 

vko’;drk,a % pkVZ] Ldsp 

isu] :ylZ] daI;wVj] LykbM] 

LykbM izLrqrhdj.k ds fy, 

[kqys lzksr lkW¶Vos;j] ,ylhMh 

izkstsDVjA 

4- rS;kfj;ka 

 bl gLriqfLrdk ds var esa nh 

xbZ 'kCnkoyh dks i<+sa 

5- f'k{k.k@izf'k{k.k fof/k % 

vof/k 

izfØ;k 

Nk=ksa dks tksM+ksa esa O;ofLFkr djsa vkSj iznf'kZr djsa fd lapkj ds 

fofHkUu midj.k dk mi;ksx dSls djuk gSA igys nkSj esa tksM+s 

esa ls ,d O;fDr nwljs dks vuqns'k nsrk gS tcfd nwljk O;fDr 

vuqns'kksa dk ikyu djrk gSA nwljs nkSj esa Hkwfedk,a cny tkrh 

gSaA Nk=ksa ls lapkj midj.k ds izpkyu eSuqvy dks vius 

Hkkxhnkj ls sa +slkFk feydj i<+us ds fy, dgA tcfd tksM esa 

ls ,d O;fDr eSuqvy dks i<+s rFkk nwljk tksM+k vHkh i<+h xbZ 

ckr dk HkkSfrd izn'kZu djsA 

Vh 2 % [ksy 

fQ'k ckmy xfrfof/k 


(i) d{kk ls 10 yksxksa dks pqusaA 

(ii) ;g lewg e/; esa ,d xksyk cukdj cSBsxkA 

(iii) d{kk ds ckdh yksx ckgjh xksyk cuk,axsA 

(iv) van:uh xksyk Q'k ckmy gS vkSj mUgsa ,d fnypLi 

fo"k; ij ppkZ djus ds fy, dgk tk,xk & tSl

fØdsV dk [ksy ¼10 feuV ds fy,½A 

s 

(v) 	 ckgjh xksys dks beksfVdkWu ds ,d lsV dh izfr nsaA 

beksfVdkWu dh 'khV dh ,d izfr ;gka vkids lanHkZ gsrq 

nh xbZ gSA mUgsa fo"k; dh ppkZ ds nkSjku vius fe= 

ds psgjs ds Hkkoksa dks igpkuus ds fy, bl 'khV dk 

mi;ksx djuk gS ¼,d O;fDr ls vf/kd ls vf/kd nks 

yksxksa dks ns[kus ds fy, dgk tk,½A 

(vi) 	 10 feuV ds var esa ppkZ jksd nh tk, vkSj ckgjh 

xksys ds yksx vius nksLrksa ds psgjksa dh fjiksVZ nsa tks 

muds psgjs ds Hkko ls lcls utnhd FkhaA 
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Vh 3 % Hkwfedk fuHkkuk 

vius Nk=ksa dks izfrfØ;k nsus vkSj ikus ds fofHkUu i{k le>kus 

ds fy, ^^Hkwfedk fuHkkus** dk vk;kstu djsaA vkerkSj ij 

fuEufyf[kr vfHkO;fDr fofHkUu ifjfLFkfr esa bLrseky dh tkrh 

gS ftls vglklksa ds lapkj esa bLrseky fd;k tk ldrk gSA 

 vfrfFk;ksa dk Lokxr % ueLdkj] ueLrsA 

	 vkHkkj vfHkO;Dr djuk % /kU;okn] eSa vki }kjk dh xbZ 

lgk;rk ds fy, g`n; ls /kU;okn nsrk g] e Sa vkids izfr wa
 
vkHkkjh gwaA 


	 iz'uksa ds mÙkj % ^^gka Jh @ lqJh ---------- vius dejs esa 

gSa ;k ugha Jh @ lqJh ---------- vius dejs esa ugha gSaA** 

	 lqj{kk lacaf/kr leL;kvksa vkSj f'kdk;rksa ls fuiVkuk % lj 

@ eSMe vkidh D;k leL;k gS\ ;k D;k eSa vkidh leL;k 

lqy>kus ds fy, dqN dj ldrk gwaA 

tksM+ksa esa Nk= dqN vyx rjg ls ckr djrs gq, Vksu dks 

cnydj okD; cuk ldrs gSa vkSj fHkUu 'kCnksa ij tks ns ldrs 

gSaA 
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a 

vkjke galh vkSj [kq'kh galuk 

xqLlk uQjr      rsoj 

mnklhu     mnkl    dksey 

vkdyu xfrfof/k;ks ds fy, tkap lwph 

fuEufyf[kr tkaplwph dk mi;ksx djrs gq, ns[ksa fd D;k vkids 

Nk= vkdyu xfrfof/k ds fy, lHkh vko';drk,a iwjh djrs gSa% 

Hkkx d 

Nk= buds chp varj dj ldrk gS 

¼d½ lapkj ds :i 

Hkkx [k 

Nk= fuEufyf[kr iz'uksa dk mÙkj ns ldrs gSa % 

¼d½  ekSf[kd lapkj djrs le; fdu egRoiw.kZ i{kksa dks /;ku esa 

j[kus dh vko';drk gS\ 

¼[k½ vekSf[kd lapkj djrs le; fdu egRoiw.kZ i{kksa dks /;ku 

esa j[kus dh vko';drk gS\ 

Hkkx x 

Nk= lkekU;] rduhdh] O;kolkf;d vkSj laxBukRed Kku 

iznf'kZr djrs gSa rkfd os visf{kr ekudksa dk fu"iknu dj ldsaA 

fu"iknu ekudksa esa ;g 'kkfey gks ldrk gSa fdarq ;g bl rd 

lhfer ugha gS % 

fu"iknu ekud gka Ukgha 

ekSf[kd lapkj dh fof/k;ka igpkusa 

vekSf[kd lapkj dh fof/k;ka igpkusa 

Vksu vkSj fip esa fofHkUurk ds lkFk Hkk"k.k nsaA 

fnu ds le; dks /;ku esa j[krs gq, fouezrk 

lfgr vkSj mi;qDr rjhds ls vfHkoknu djsaA 

vekSf[kd lapkj dh fLFkj fo'ks"krkvksa dh lwph 

cuk,aA 

vekSf[kd lapkj dh xfr'khy fo'ks"krkvksa dh 

lwph cuk,aA 
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l= 6 % lapkj midj.k vkSj pSuyksa dk mi;ksx 

laxr Kku nwjh ds dkj.k lapkj dh ck/kkvksa ls mcjus esa yksxksa dks 

lgk;rk nsus ds fy, vusd izdkj dh bysDVªkWfud ;qfDr;ka 

miyC/k gSaA buesa VsyhQksu] eksckby] csrkj lsV] okWdh VkWdh 

vkfn 'kkfey gS] ftudk mi;ksx lans'k Hkstus vkSj izkIr djus 

esa fd;k tkrk gSA 

(i) 	 VsyhQksu % VsyhQksu nwj lapkj dh ;qfDr gS tks /ofu 

Hkstrh vkSj izkIr djrh gSA lHkh vk/kqfud VsyhQksuksa esa 

cksyus ds fy, ,d ekbØksQksu] nwjh ij cSBs O;fDr 

dks ;g vkokt+ iqu% lqukus ds fy, ,d b;j Qksu] dkWy 

vkus ij O;fDr dks lpsr djus ds fy, fjaxj dh /ofu 

rFkk VsyhQksu uacj Mk;y djus ds fy, ,d dh&iSM 

gksrs gSaA 

(ii) 	 eksckby Qksu % eksckby Qksu ¼ftls lSy Qksu Hkh dgrs 

gSa½ ,d ,slk lk/ku gS ftlls fdlh Hkh HkkSxksfyd {ks= esa 

jgrs gq, ,d jsfM;ks laidZ ds ek/;e l dh vkSj izkIr s

dh tk ldrh gSA eksckby Qksu esa vusd izdkj dh vU; 

lsok,a Hkh iznku dh tkrh gSa] ftlesa ikB lans'k] 

ftls laf{kIr lans'k lsok ¼,l,e,l½] bysDVªkWfud esy 

¼bZ&esy½] vkSj 'kkWVZjsat csrkj lapkj ¼baÝkjsM] CywVwFk½ 

'kkfey gSaA 

(iii) 	bysDVªkWfud futh Lopkfyr 'kk[kk dnzsa ¼bZih,ch,Dl½ 

iz.kkyh % ;g ,d ifjlj esa vkl ikl jgus okys fofHkUu 

O;fDr;ksa dks VsyhQksu dkWy ls tksM+us esa iz;qDr gksus 

okyk midj.k gS] tks ,d laxBu ;k ,d vkoklh; 

dkWyksuh dk gks ldrk gS] blesa dkWy djus okys O;fDr 

ds nkoksa dh izkekf.kdrk dh iqf"V vkSj fuokfl;ksa @ 

vf/kdkfj;ksa dh miyC/krk tkapus dh lqfo/kk gksrh gSA 

bZih,ch,Dl }kjk ckgjh VsyhQksu ykbu ls Hkh laidZ 

fd;k tk ldrk gSA 
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TltA r t t R 

 

 

 

 

 

 
VªkalehVj 

izkIr djus okyk 

(iv) okWdh&VkWdh 

okWdh&VkWdh gkFk esa idM+us ;ksX;] ykus&ys tkus ;ksX; f}ekxhZ 

jsfM;ks Vªkalhoj gSA izk:fid okWdh&VkWdh VsyhQksu gS.MlsV ds 

leku gksrk gS] ftlesa Åij ,d ,aVhuk yxk gksrk gSA ,d 

okWdh VkWdh esa fuEufyf[kr Hkkx gksrs gSa % 

	 VªkalehVj & ;g vkidh vkokt+ dks jsfM;ks rjaxksa esa 

cnyus ds ckn vU; okWdh&VkWdh midj.kksa esa Hkstrk gSA 

	 fjlhoj & ;g VªkalehVj }kjk Hksth xbZ jsfM;ks rjaxas izkIr 

djrk gSA 

	 Lihdj & ;g fjlhoj esa izkIr /ofu dks izof/kZr djrk gSA 

	 ekbØksQksu & bl Hkkx ls vkidh vkokt+ izkIr dh tkrh 

gS vkSj bls fo|qr ladsrksa esa cnyk tkrk gSA 

	 fØLVy & fØLVy dks pSuy Hkh dgrs gSaA ;g lapkj esa 

iz;qDr vkòfÙk r; djrk gSA 

	 cSVfj;ka & vkerkSj  ij fctyh dh vkiwfrZ cSVjh ls dh 

tkrh gS 

okWdh&VkWdh lqj{kk {ks=] O;kikj] tu lqj{kk] gokbZ vM~Mk vkSj 

lsukvksa lfgr fdlh ,slh O;oLFkk esa O;kid rkSj ij bLrseky 

dh tkrh gS tgka pyrs fQjrs jsfM;ks lapkj vfuok;Z gSaA 

(v) 	QSDl e'khu  

QSDl ¼Qsflekby ds fy, laf{kIr 'kCn½ ,d QSDl e'khu ls 

nwljh QSDl e'khu ls VsyhQksu ykbu ds ek/;e ls LdSu fd, 

x, eqfnzr dkxtksa ¼ikB vkSj fp= nksuksa½ dks VsyhQksu 

laizs"k.k }kjk Hkstuk gSA ewy nLrkost dks QSDl e'khu }kjk 

LdSu fd;k tkrk gS] tks lkexzh ¼ikB vkSj fp= nksuksa½ dks 

xzg.k djrk gS vkSj bls ,dy fu;r xzkQh; fp= ds :i 

esa ,d fcV eSi best esa cny nsrk gSA rc bls VsyhQksu 

iz.kkyh ds ek/;e ls fo|qr ladsr ds :i esa Hkstk tkrk gSA 

izkIr djus okyh QSDl e'khu bl dksM okyh best dks dkxt 

dh izfr ds :i esa fizaV dj nsrh gSaA 

(vi) Xykscy iksft'kfuax usfoxs'ku ;qfDr iz.kkyh & ,slh 

dksbZ e'khu tks i`Foh ij e'khu dh fLFkfr r; djus ds fy, 

Xykscy iksft'kfuax iz.kkyh ¼thih,l½ ds ladsr izkIr djrh gSA 

thihlh e'khuksa dk mi;ksx lsuk] mM~M;u] leqnzh ifjogu vkSj 

miHkksDrk mRikn vuqiz;ksxksa esa fd;k tkrk gSA vc bls VSDlh 
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ds vkokxeu dk fu;eu djus esa cM+s iSekus ij bLrseky fd;k 

tk jgk gSA 

(vii) daI;wVj % daI;wVj izksxzke djus ;ksX; ,d e'khu gS tks 

okafNr izk:i esa lkFkZd ifj.kke ikus ds fy, xf.kr vkSj rdZ 

ds izpkyuksa dk mi;ksx djrh gSA ,d daI;wVj iz.kkyh esa gkMZ 

os;j vkSj lkW¶V os;j 'kkfey gksrs gSaA daI;wVj vc egRoiw.kZ 

cu x;k gS vkSj ;g lapkj ds ek/;e ds :i esa rsth ls 

foLrkj dj jgk gS] D;ksafd blesa bZ&esy] bZ&Qksje CykWXk] 

lks'ky lkbV] osclkbVksa ij 'kSf{kd lkefxz;ksa rd igqap] [kkst 

djus ;ksX; MsVkcsl] vkSj bZ&okf.kT; dh vikj laHkkO;rk gSA 

lapkj dh #dkoV esa vkikrdkyhu fLFkfr ds fy, lefiZr 

pSuYl 

dbZ ckj] usVodZ esa cgqr vf/kd vkokxeu dk Hkkj gks ldrk 

gS ;k rduhdh leL;k ds dkj.k izs"kd ;k xzkgh ds LFkku ij 

lapkj esa ck/kk vk ldrh gSA lapkj ds fy, lefiZr dqN 

pSuyksa dh tkudkjh bl izdkj gS % 

(i) 	 jsfM;ks lapkj % csrkj lapkj jsfM;ks rjaxksa ij vk/kkfjr gS] 

ftls de nwjh ds lapkj vkSj yach nwjh ds lapkj] nksuksa 

esa bLrseky fd;k tk ldrk gSA jsfM;ks lapkj ;q) 

vkSj ;q) tSlh ifjfLFkfr;ksa esa O;kid :i ls bLrseky 

gksrk gSA yksx mPp vko`fÙk ¼,p,Q½ dk mi;ksx djrs 

gq, dbZ lkS fdyksehVjksa dh nwjh ls lapkj dj ldrs gSaA 

bl fl)kar ij dk;Z djus okys midj.k ds mnkgj.k gSa 

okWdh&VkWdh ;k gkFk esa idM+us okyk csrkj Vªkallhoj 

lsVA 

(ii) 	 mixzg vk/kkfjr lapkj iz.kkyh % ;g jsfM;ks lapkj 

dk ,d :i gS tgka i`Foh ls jsfM;ks rjaxsa lapkj mixzg 

esa Hksth tkrh gSa] tks lans'k dks okil xzkgh ds ikl Hkst 

nsrh gSA varjjk"Vªh; eSjh Vkbe lsVykbV vkWxZukbts'ku 

¼vkbZ,u,e,vkj,l,Vh½ ,d lkekU; mixzg lapkj 

usVodZ gS ftls leqnz esa Åaps LFkku ij vkikrdky rFkk 

foinkvksa ds le; mi;ksx fd;k tkrk g S D;ksafd bud s 

fy, fdlh i`Foh vk/kkfjr iz.kkyh tSls Vkoj ;k dscy 

dh t:jr ugha gksrhA 

(iii) 	,esP;ksj ¼gSe½ jsfM;ks % ,esP;ksj ;k jsfM;ks dk vFkZ gS 
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'kkSdhu yksxksa }kjk jsfM;ks ij lapkj esa bLrseky dh tkus 

okyh e'khu vkSj ;s dbZ gtkj fdyksehVj dh nwjh ls 

laidZ dj ldrs gSaA ,esP;ks W aj jsfM;ks vkijsVj }kjk lpkj 

ds fy, laizs"k.k dh fofHkUu fof/k;ka mi;ksx dh tkrh gSaA 

vkokt+ ds laizs"k.k ds fy, bLrseky gksus okyh nks lcls 

lkekU; fof/k;ka gSa ÝhDosalh ekWM~;wys'ku ¼,Q,e½ vkSj 

flaXky lkbM cS.M ¼,l,lch½A bl izpkyu dk leUo; 

varjjk"Vªh; nwj lapkj bdkbZ ¼vkbZVh;w½ }kjk fd;k tkrk 

gS vkSj bls vyx vyx ns'kksa dh ljdkjsa ykblsal nsrh 

gSa tks izs"k.k dh rduhdh vkSj izpkyu laca/kh fo'ks"krkvksa 

dk fu;eu djrk gS vkSj dkWy ladsr igpkuus lfgr 

vyx vyx LVs'ku tkjh djrk gSA buds lapkj lqukeh 

vkSj Hkwdai tSlh vkinkvksa ds nkSjku vyx iM+s leqnk;ksa 

ls laidZ esa cgqr vf/kd mi;ksxh gSaA 

(iv) 	lefiZr vYi jsat lapkj ¼Mh,lvkjlh½ % Mh,lvkjlh esa 

mPp fo'oluh;rk okyh csrkj la;kstdrk] 'kq) fLFkfr 

¼Xykscy iksft'kfuax mixzg vkSj okgu MSM & fjdkWfuax½ 

rFkk vkWu cksMZ daI;wVj dks tksM+k tkrk gS rkfd okguksa 

dks vkil esa ¼okgu ls okgu ;k oh2oh fyad½ vkSj lM+d 

ij ekStwn bdkb;ksa ¼okgu ls ewy lajpuk ;k oh2vkbZ½ 

tksM+k tk ldsA 

'kCn ^^lefiZr^^ dk vFkZ gS Mh,lvkjlh 5-9 xhxk gV~tZ ij 

viuh lqjf{kr vkòfÙk cS.M ij izpkyu djrk gSA blls 

lqfuf'pr fd;k tkrk gS fd vU; csrkj rduhdksa dh ck/kk ls 

bl iz.kkyh ij dksbZ #dkoV ugha vkrhA ;g cS.M vesfjdk vkSj 

;wjksi esa igys gh vkcafVr fd;k x;k gSA 

lapkj pSuy % lwpuk iznku djus ds nks rjhds gSa % vkSipkfjd 

vkSj vukSipkfjd lapkj pSuyA 

(i) 	 vukSipkfjd lapkj % ;g lapkj O;fDr ls O;fDr ds 

chp] vkeus lkeus fdlh vkSipkfjdrk] lekjksg ;k rM+d 

HkM+d ds fcuk gksrk gSA vukSipkfjd :i ls lapkj esa ikB 

lans'k] iksLV&bV uksV] O;fDr bZ&esy i=] rRdky lans'k] 

beksfVdksal] vkWuykbu pSV #e rFkk lkbcj Lisl cqysfVu 

cksMZ rFkk fdlh O;fDr ds ?kj ;k dk;kZy; esa 

vukSipkfjd :i ls tkuk ;k tYnh vkSj vpkud 

cSBd 'kkfey gSaA vukSipkfjd ckrphr esa yksx lgt jgrs 

gSa vkSj vkerkSj ij fdlh Hkh os'kHkw"kk esa gks ldrs gSaA 
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vukSipkfjd lapkj esa vekSf[kd :i Hkh gks ldrs gSa tSls 

psgjs dh vfHkO;fDr] lkadsfrd Hkk"kk ;k os'kHkw"kk dk 

rjhdkA 

(ii) 	vkSipkfjd lapkj ;g bl izdkj O;ofLFkr vkSj izcaf/kr 

lwpuk gS ftls ,d laxBu ds lacaf/kr O;fDr;ksa ;k 

laxBuksa ds chp ckaVk tkrk gSA vkSipkfjd lapkj ds pSuy 

laxBu esa ,d O;fDr dh Hkwfedk ij vk/kkfjr gS vkSj 

bUgsa ,d laxBu esa LFkkfir ekudksa ds vuqlkj 

laxfBr :i ls ckaVk tkrk gSA vkSipkfjd lapkj vkerkSj 

ij dk;Zikydksa ls funs'kdksa vkSj muls izca/kdksa rFkk 

deZpkfj;ksa rd ^^uhps dh fn'kk e^^ pyrk g S sa daiuh sa ftle

ds funsZ'k vkSj vuqns'k gksrs gSa rFkk MsVk vkSj fjiksVZ ds :i 

sa l izca/kdk vkSj fQj esa ;g ^^Åij dh fn'kk e^^ deZpkfj;k sa s sa 

funs a s sa rd igqaprk gSA bu pSuyksa'kdks l gksdj dk;Zikydk

ls vkus okys lapkj dk;ksZa vkSj foHkkxksa ds fy, fof'k"V gksrs 

gSaA 

lqj{kk dkfeZdksa dks yksxksa ds vkokxeu] jln ds vkokxeu 

vkSj VsyhQksu dkWy dh tkudkjh j[kuh gksrh gSA mUgsa 

bysDVªkWfud vkSj eqfnzr :i esa fjdkWMZ j[kus vkSj fjiksVZ rS;kj 

djuh gksrh gS] ftls bysDVªkWfud ;k eqfnzr :i esa lacaf/kr 

vf/kdkfj;ksa ds ikl Hkstk tkrk gSA 

xfrfof/k;ksa vkSj dk;ZØeksa dh ;kstuk] fu"iknu vkSj fuxjkuh ds 

fy, nLrkost cuk, tkrs gSaA ;g lwpuk ds vknku iznku] 

leFkZu] tokcnsgh lqfuf'pr djsa vkSj lk{; iznku djus ds fy, 

mi;ksxh lk/ku ds :i esa Hkh dk;Z djrs gSaA nLrkostksa dk 

mi;ksx lwpuk dks fjdkWMZ djus] fjiksVZ vkSj Qkby cukus esa 

fd;k tkrk gSA lqj{kk drZO;ksa ls lacaf/kr lkekU; fjdkWMksZa esa 

ifjlj [kksyuk vkSj can djuk] mifLFkfr ;k vuqifLFkfr] n.M] 

x'r yxkuk] [kkst dh izfØ;k vkfn 'kkfey gSA lqj{kk ds {ks= 

esa bLrseky gksus okys nLrkostksa ds mnkgj.k gaS ykWxcqd] 

jftLVj] fjiksVZ cgh] ?kVuk dh fjiksVZ vkfnA bl izdkj rS;kj 

fjdkWMZ ;k fjiksVZ dk j[k[kko lqijokbtj }kjk bl izdkj fd;k 

tkrk gS ftls vklkuh ls ns[kk tk ldsA bldk Js.khdj.k 

vkerkSj ij le; ds vuqlkj] v{kjksa ds vuqlkj vkSj dk;Z ds 

vuqlkj fd;k tkrk gSA lqj{kk ds dk;Z laxBu ;k m|ksx 

¼vLirky] j{kk cy] gokbZ vM~Mk] fuekZ.k bdkbZ] tksf[ke okys 

m|ksx] fjVsy m|ksx vkfn½ ds izdkj ij fuHkZj djsaxsA 
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,d lqj{kk fu;a=.k d{k esa miyC/k MsVk ;k fjdkWMZ dh la[;k 

vf/kd gksrh gS vkSj bUgsa voxhZÑr] xksiuh;] xqIr vkSj vR;f/kd 

xqIr ds :i esa oxhZÑr fd;k tk ldrk gSA ;s Lrj c<+rh gqbZ 

xksiuh;rk ds Øe esa gSaA lqj{kk lsokvksa esa rS;kj gksus okyh 

fjiksVksZa esa fuEufyf[kr 'kkfey gSa % 

(i) 	 M~;wVh ykWx % ;g dkfeZdksa dk fjdkWMZ gS tks ,d 

fuf'pr le; ij ,d LFkku ij vkdj fjiksVZ djrs gSaA 

blls fofHkUu fcanqvksa ij lqj{kk dkfeZdksa dh mifLFkfr 

ds fooj.k feyrs gSaA vuqifLFkfr ntZ dh tkrh gS vkSj 

mfpr izkf/kdkjh dks bldh fjiksVZ nh tkrh gSA 

(ii) 	 ?kVuk fjiksVZ % ;g vlkekU; ?kVuk dh fjiksVZ gSA 

blesa ?kVuk dh frfFk] le; vkSj 'kkfey yksxksa] okguksa 

dh fof'kf"V ;k 'kkfey lkexzh vkSj ?kVuk ds HkkSxksfyd 

LFkku dh tkudkjh ntZ dh tkrh gSA 

(iii) 	 dk;Zokgh fjiksVZ % bl fjiksVZ ls dh xbZ dk;Zokgh ds 

fooj.k ds lkFk ?kVuk ds ykWx esa crkbZ xbZ ?kVuk dh 

tkudkjh feyrh gSA blesa ?kVuk dh frfFk] le; dh 

dk;Zokgh] dk;Zokgh djus okys yksxksa] izfØ;k vkSj dh 

tkus okyh yafcr dk;Zokgh dh tkudkjh ntZ dh tkrh 

gSA 

(iv) 	 vkokxeu ykWx % ;s ykWx yksxksa] jln vkSj okguksa ds 

tkap fcanq ls vkus tkus dk fjdkWMZ gSaA 

fnukad le; vkxarqd dk uke dk;kZy; 

fuokl 

irk 

@ 

dk 

vkus dk 

mís'; 

ikl gka @ ugha le; 

lekIr 

(v) 	 cSd&vi vkSj LVS.M ckbZ ykWx % ;s cSd&vi vkSj 

LVS.M ckbZ izfØ;kvksa ds fjdkWMZ vkSj fjiksVZ gSa ftUgsa 

midj.k esa [kjkch ;k fdlh vkikrdkyhu fLFkfr ds 

ifj.kke Lo:i fu"ikfnr fd;k x;k FkkA 

(vi) 	 vkdfLedrk ykWWx % ;s fdlh vkikrdkyhu 

fLFkfr ;k ?kVuk ds ifj.kke Lo:i fu"ikfnr 

vkdfLed izfØ;kvksa ds fjdkWMZ vkSj fjiksVZ gSaA 
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l= ;kstuk 6 

1. 	 l= fo”k; % lapkj ds 

midj.k vkSj pSuyksa dk 

mi;ksx 

2. 	 Lk= mís'; % Nk=ksa dks futh 

lqj{kk lsokvksa esa j[ks tkus 

okys fofHkUu izdkj ds 

nLrkostksa ls ifjfpr djkukA 

3. 	 lkexzh @ midj.k 

vko’;drk,a % M~;wVh 

ykWx] ?kVuk fjiksVZ] vkus tkus 

dk ykWx] cSd vi vkSj LVSaM 

ckbZ ykWx] vkdfLedrk ykWx] 

ikyu fjiksVZA 

4. 	 rS;kfj;ka 

o bl gLriqfLrdk ds var 

esa nh xbZ 'kCnkoyh i<+saA 

5. 	 f'k{k.k@izf'k{k.k fof/k % 

(vii) 	 vuqikyu fjiksVZ % ;g ifjlj [kksyus] can djus] x'r 

yxkus] vuqifLFkfr vkfn ls lacaf/kr ekud izfØ;kvksa dh 

tkap lwph gS] ftldk fu"iknu gj fnu fd;k tkrk gS 

vkSj blds enksa ij iwjk gksus ds ckn fu'kku yxk, tkrs 

gSaA ;fn tkap lwph ds fdlh en dks iwjk ugha fd;k 

tkrk gS rks bldk dkj.k crk;k tkrk gSA 

Vh1 % Hkwfedk fuHkkuk 

vof/k % 	2 ?kaVs 

izfØ;k 

,d fn, x, ifjn`'; ds vk/kkj ij VsyhQksu dh ckrphr dk 

vuqdj.k djsa vkSj dkWy djus okys rFkk izkIr djus okys dh ckr 

esa lq/kkj djsaA 

 nks Nk=ksa ls vkxs vkus ds fy, dgsaA 

 ,d ds ihNs ,d dqlhZ j[ks vkSj mUgsa bu ij cSBus ds fy, 

dgsa s s ,d nwljs dks ugha ns[k ik,axsA bll o 

 mUgsa ifjn`'; vkSj Hkwfedk crk,a ¼izs"kd vkSj xzkgh½ ftls os 

fuHkk,axs 

 tc Hkwfedk fuHkkbZ tk jgh gS vU; Nk=ksa ls bUgsa ns[kus ds 

fy, dgsaA 

 dkWy djus okyk O;fDr xzkgh dk vfHkoknu djus ds ckn 

viuk ifjp; nsxk @ nsxhA 

 mls crkuk gksxk fd mlus D;ksa dkWy fd;k gSA 

 ckrphr ds ckn Nk=ksa ls izfrfØ;k nsus ds fy, dgk tk,A 

 viuh izfrfØ;k lkexzh ds vuqlkj nsaA 

 fdlh vU; Nk= dks vkxs vkus vkSj vH;kl nksgjkus ds fy, 

dgsaA /;ku nsa fd D;k izfrfØ;k esa dksb Z lq/kkj gSA 
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vius fo/kkfFkZ;ksa dks fuEufyf[kr VsyhQksu f'k"Vkpkj ds ckjs esa 

i<+k,a % 

 rhljh fjax ds igys VsyhQks sau mBk, a ;k mÙkj n

	 VsyhQksu ij ckr djrs le; vki dqN 'kCn bLrseky dj 

ldrs gSa ^^gSyks! Good Morning/Good Afternoon/ 

Good Evening@ueLrs ^^A 

	 Li"V cksysa vkSj viuk ifjp; nsaA 

	 ;fn dkWy djus okyk viuk ifjp; ugha nsrk gS] rks dgsa] 

^^D;k eSa tku ldrk gwa fd vki dkSu cksy jgs gSa\^^ 

	 bl ekeys esa ;fn dkWyj ;g ugha crkrk fd og fdlls ckr 

djuk pkgrk gS] rks vki mlls ,d iz'u iwN ldrs gSa tSls 

^^D;k eSa tku ldrh gwa fd vki fdlls ckr djuk pkgrs 

gSa\^^ 

	 ;fn vki lans'k izkIr djrs gSa rks vki dgsa ^ekQ djsaa] os bl 

le; O;Lr gSa Sa vkidk lans'k ys ldrk gwa\^^ ;k eSA e a 

vkidk uke vkSj uacj ys ldrk gwa os vkidks Qksu dj ysaxsa\ 

¼uke] Qksu uacj] le; vkSj xzkgh dk lans'k fy[kuk 

lqfuf'pr djsa½ 

	 tc vki vko';d tkudkjh izkIr dj ysa rks xzkgh dks 

izrh{kk djus ds fy, dgsaA 

	 xzkgh dks 02 feuV ls vf/kd rd izrh{kk u djk,aA blls 

vPNk gS fd fdlh dks yacs le; rd izrh{kk esa j[kus ds 

LFkku ij vki okil dkWy djsaA nksckjk dkWy djuk uk HkwysaA 

	 izrh{kk vof/k lekIr gksus ij] Ñi;k dkWy djus okys ds /kS;Z 

ds fy, vkHkkj O;Dr djsaA 

	 ckrphr dks fcanq rd lhfer j[kAsa 

	 vkHkkj ds lkFk ckrphr lekIr djsaA 

	 ges'kk lq[kn vkSj nksLrkuk Loj esa cksysaA 

 dky dk izrh{kk e j[kus ls igys mlls iwN ysaA mnkgj.k W s sa 

ds fy,] ^Ñi;k vkidk dkWy feykus rd ykbu ij jgsâ ^A 

	 yacs lans'k ugha NksM+saA 

	 tc O;fDr ckr djsa rks chp esa ck/kk uk MkyAsa 
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	 ;fn vki Hkkstu dj jgs gSa rks Qksu ij mÙkj uk nsaA 

vki ;g crk nsa fd vki Hkkstu dj jgs gSa vkSj Hkkstu 

lekIr gksus ij vki dkWy djsaxsA 

	 Qksu j[kus ls igys ;g lqfuf'pr dj ysa fd dkWyj us igys 

Qksu j[k fn;k gSA 

vkSipkfjd vkSj xSj vkSipkfjd Hkk"kkvksa ds chp varj ds ckjs esa 

Nk= dks ;kn fnyk,a] vkSj mu voljksa ds ckjs esa crk,a tc os 

vyx vyx izdkj dh Hkk"kk mi;ksx dj ldrs gSaA 

Vh 2 % dk;Z 

1. 	 ykWx cqd dk mi;ksx ifjlj esa vkus vkSj tkus okys yksxksa 

ds vkokxeu dk fjdkWMZ j[kus ds fy, fd;k tkrk gSA Nk=ksa 

ls dgsa fd os uhps nh xbZ rkfydk dk mi;ksx djrs 

gq, ,d O;kogkfjd vH;kl vk;ksftr djsa vkSj Ldwy ds 

dk;ZØeksa tSls okf"kZd fnol] vfHkHkkod cSBd] cky fnol] 

ofj"B ukxfjd fnol ds volj ij vkxarqd ds fooj.k ntZ 

djus ds fy, bls HkjsaA ,d dk;Z ds :i e sa bl rkfydk dks 

Hkjdj tek djsaA 

fnukad le; vkxarqd dk uke dk;kZy; @ fuokl 

dk irk 

vkus 

mís'; 

dk ikl 

gka @ 

ugha 

le; 

lekIr 

2. 	 vki vius Nk=ksa ls dgsa fd os ?kj ij VsyhQksu dkWy lquus 

dh ykWxcqd uhps fn, x, QkWesZV ds vuqlkj cuk,a vkSj ,d 

dk;Z ds :i esa bl rkfydk dks Hkjdj tek djAsa 
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a 

dkWyj dk uke VsyhQksu uacj dkWy dk mís'; le; 

vkdyu xfrfof/k;ks ds fy, tkap lwph 

fuEufyf[kr tkaplwph dk mi;ksx djrs gq, ns[ksa fd D;k vkids 

Nk= vkdyu xfrfof/k ds fy, lHkh vko';drk,a iwjh djrs gSa% 

Hkkx d 

Nk= buds chp varj dj ldrk gS 

¼d½ lapkj midj.k dk varjA 

¼[k½ vukSipkfjd vkSj vkSipkfjd lapkjA 

Hkkx [k 

Nk= fuEufyf[kr iz'uksa dk mÙkj ns ldrs gSa % 

¼d½ ykWxcqDl vkSj fjiksVZ dh lqj{kk dk D;k mi;ksx gSa\ 

Hkkx x 

Nk=ksa dks lkekU;] rduhdh] O;kolkf;d izn'kZu djuk gksxk vkSj 

laxfBr Kku vkSj vko'd ekudksa ds fy, vkns'k izn'kZuA 

fu"iknu esa ;g 'kkfey gks ldrk gSa fdarq ;g bl rd lhfer 

ugha gSA 

fu"iknu ekud gka ugha 

VsyhQksu ij viuk, tkus okys f'k"Vkpkj 

lqj{kk m|ksx esa mi;ksxh ykWxcqd dh igpku 

lqj{kk m|ksx esa lkekU; uewuk fjiksVZ dh 

igpku 

ykWxcqd ds izk:i esa visf{kr tkudkjh Hkjsa 

lapkj ds fy, midj.kksa dk lapkyu 
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'kCnkoyh 1. 	 lfØ; gksdj lquuk % ;g lans'k dk okLrfod vFkZ le>us ds 

fy, ,d vU; O;fDr }kjk dgh xbZ ckr ds fo'ys"k.k vkSj 

ewY;kadu dh izfØ;k gSA 

2. 	 vykeZ tkap jftLVj % bls mu lHkh ?kVukvksa dks ntZ djus esa 

bLrseky fd;k tkrk gS] tgka ifjlj esa vykeZ dh tkap dh 

tkrh gSA blds fooj.kksa esa frfFk] le;] tkap djus okys O;fDr 

dk uke vkSj ifj.kke lfgr fdlh [kjkch dk fooj.k gksrk gSA 

3. 	 eukso`fÙk % ;g ekU;rk dks dk;Z esa cnyus dh izfØ;k gS 

tks ,d le; vof/k esa cuh jgrh gSA 

4. 	 [k.M % [k.M ,d okD; dk Hkkx gS tks feydj cM+s okD; 

cukrk gSA 

5. 	 lapkj % og izfØ;k ftlls ,d O;fDr] lewg] laxBu ¼izs"kd½ 

fdlh izdkj dh lwpuk ¼lans'k½ ,d vU; O;fDr] lewg] laxBu 

¼xzkgh½ dks Hkstrk gSA bldk vaxzsth 'kCn dE;qfuds'ku ySfVu 

Hkk"kk ds 'kCn dE;qfuLk ls cuk gS] ftldk vFkZ gS ckaVukA 

6. 	 leqnk; % ,d lekt tgka yksx Hkkouk vkSj nkf;Roksa ds vkilh 

ca/ku esa ,d nwljs ds lkFk lh/ks vkSj O;fDrxr :i ls laidZ 

esa vkrs gSaA 

7. 	 f'k"Vkpkj % ;g lkekftd O;ogkj dk ,d rjhdk gS tks vU; 

yksxksa ds lkFk lEeku n'kkZrs gq, mUgsa igys dk;Z djus dk 

volj nsrk gSA 

8. 	 o.kZukRed izfrfØ;k % tc izfrfØ;k ls 'kCnksa esa lapkj ds 

izHkko dk fooj.k fn;k tkrk gS rks bls o.kZukRed izfrfØ;k 

dgrs gSaA 

9. 	 ewY;kadu izfrfØ;k % tc lapkj esa ^^vPNk^^] ^^cqjk**] ^^vkSlr**] 

^^lgh** ^^xyr** tSls inksa ds izHkko dks ij[k dj izfrfØ;k nh 

tkrh gS rks bls ewY;kadu izfrfØ;k dgrs gSaA 
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10. izfrfØ;k % lapkj dk ,d rRo gS tks lapkj pØ ds iwjk vkSj 

iwjk gksus ds foLrkj dk ladsr gSA ;g Hkstus okys dk lans'k 

izkIr gksus ij mls lwfpr djrh gSA ;g ,d vU; lans'k 

ds :i esa gks ldrh gS tks izs"kd dks ;g crkrh gS fd mldk 

lans'k izkIr gks x;k gS vkSj le> fy;k x;k gS] ;k ;g 

xzkgh }kjk fdlh vU; dk;Z ds :i esa gks ldrh gS fd lans'k 

izkIr gks x;k gS vkSj bl ij dk;Z fd;k x;k gSA 

11. vkSipkfjd lapkj % ;g vkSipkfjd laxBukRed O;oLFkk ds 

laca/k esa vkSj vf/kdkfjd fLFkfr ;k lapkjdrkZ vkSj xzkgh ds 

LFkku ij gks ldrk gSA vkSipkfjd lapkj vf/kdka'kr% izHkkoh 

lanHkZ ds fy, fdlh :i esa ntZ fd;k tkrk gSA 

12. eqnzk % ;g lans'k ds lapkj ds fy, gkFkksa dk fgykuk gSA 

mnkgj.k ds fy, lykeh ;k gkFk feykuk vfHkoknu dh ,d 

eqnzk gSA 

13. vukSipkfjd lapkj % ;g mu lHkh pSuyksa ls mRiUu gksrk gS 

tks vkSipkfjd pSuy ds ckgj vkrs gSaA ;g laxBu ds lnL;ksa 

dh lkekftd lac)rk ds vkl ikl curk gSA vukSpkfjd 

lapkj izkf/kdkj dh lhekvksa dk ikyu ugha djrk] tSlk fd 

vkSipkfjd lapkj ds ekeys esa gksrk gSA 

14. pkch dk jftLVj % bls lqj{kk foHkkx ds ikl ekStwn lHkh 

pkfc;ksa dks ntZ djus esa mi;ksx fd;k tkrk gSA blesa 

dkfeZdksa }kjk pkch nsus vkSj mls ykSVkus dh frfFk vkSj le;] 

bUgsa ysus okys O;fDr dk gLrk{kj] nsus okys lqj{kk xkMZ dk 

gLrk{kj] muds }kjk okil djus dh frfFk vkSj le; vkSj 

okil ysus okys lqj{kk xkMZ dk gLrk{kj gksrk gSA 

15. 	 [kksbZ vkSj ikbZ oLrqvksa dk jftLVj % blesa ifjlj esa [kksbZ ;k 

ikbZ xbZ lHkh phtksa dk fooj.k ntZ gksrk gSA 

16. lans'k % vkerkSj ij lapkj dh oLrq ^^lans'k** gSA 

17. laxBu % inkuqØe ds vuqlkj yksxksa dk O;ofLFkr lewg tks 
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bruk cM+k gS fd lewg ds lHkh lnL;ksa ds lkFk O;fDrxr 

laca/k vlaHko gSA 

18. laxBukRed lapkj % O;fDr;ksa vkSj yksxksa ds chp lapkj] tks 

laxBu dk fuekZ.k djrs gSaA 

19. laxBukRed lajpuk % O;fDr;ksa vkSj lewgksa ds chp dk;ksZa] 

ftEesnkfj;ksa rFkk laxBu ds vanj izkf/kdkjksa ds vkcaVu ds 

lanHkZ esa vkSipkfjd foU;klA 

20. okD;ka'k % ,d okD;ka'k ;k 'kCnksa dk lewg ftlls iwjk vFkZ 

ugha fudyrkA 

21. dkfeZd ikl dk jftLVj % ;g dk;Z vkjaHk gksus ;k lekIr 

gksus ds le; ifjlj ls ckgj tkus ij deZpkfj;ksa dk ys[kk 

tks[kk j[kus ds fy, bLrseky fd;k tkrk gSA ;g O;fDr;ksa dks 

O;fDrxr dkj.k ls ifjlj ls ckgj tkus ds fy, vuqefr nsrk 

gSA 

22. rkyesy % ,d le; vof/k esa nksgjkbZ xbZ ?kVuk dk Øe gSA 

23. [kkst jftLVj % bls frfFk] le;] [kksts x, O;fDr dk uke] 

irk] [kksts x, O;fDr ds gLrk{kj vkSj [kkstus okys ds 

gLrk{kj ntZ djus esa mi;ksx fd;k tkrk gSA 

24. okD; % 'kCnksa dk lewg ,d okD; gS ftldk iwjk vFkZ fudyrk 

gSA 

25. fyaxokn % ,sls dk;Z ;k eukso`fÙk ftlls O;fDr;ksa esa dsoy 

muds fyax ds vk/kkj ij HksnHkko fd;k tkrk gSA 

26. fyax laca/kh Hkk"kk % ,slh Hkk"kk tks :f<+oknh fyax dh Nfo 

cukrh gS fd ,d fyax nwljs ls csgrj gSA 

27. ladsr % ,slk ladsr tks fdlh vU; ds fy, cuk;k x;k gS ;k 

dqN vkSj n'kkZrk gS rFkk blds lkFk ,d izkÑfrd] xSj 

fookpd laca/k tqM+k gSA 
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28. izfrfØ;k ekaxuk % tc izs"kd }kjk lapkj ds ckn izfrfØ;k dk 

vuqjks/k fd;k tkrk gS rks bls ^^izfrfØ;k ekaxuk** dgrs gSaA 

29. izrhd % ,d fopkj dk izfrfuf/kRoA 

30. ny % ,d lewg ftlds lnL;ksa esa iwjd dkS'ky gSa vkSj os 

fu"iknu y{;ksa ds ,d lsV ;k lkekU; iz;kstu gsrq izfrc) gSa] 

ftlds fy, mUgsa vkilh rkSj ij tokcnsg Bgjk;k tkrk gSA 

31. VsyhQksu lans'k iqfLrdk % bls VsyhQksu ij izkIr lwpuk vkSj 

lgh lans'k ntZ djus esa bLrseky fd;k tkrk gSA 

32. okgu jftLVj % blesa ifjlj esa vkus okys okguksa dh la[;k 

fy[kh gksrh gSA 

33. vkxarqd jftLVj % blesa vkxarqd dk uke] vkus dh frfFk vkSj 

le; rFkk vkxarqd ds gLrk{kj gksrs gSaA 
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i<+us ds fy, lq>ko iqLrdsa 

 Msoyfiax dE;qfuds'ku fLdYl Ñ".kk eksgu vkSj ehjk cSuthZ] 

eSd feyku bf.M;k fyfeVsM] fnYyh }kjkA 

 eksj nSu oM~Zl % , gS.M cqd QkWj jkbVlZ ,.M ,fMVlZ] fp=k 

vkj- lear] MhvkbZih,l] dE;qfuds'ku lsaVj] Hkqous'oj }kjk 

 eSlst % n dE;qfuds'ku fLdYl] eSF;w eSdh 

 dE;qfuds'ku % fizafliYl QkWj , ykbQVkbe LVsou ,- chch 

vkSj lqlku ts- chch }kjk ¼4oka laLdj.k½ 

 dE;qfuds'ku % esfdax dusD'kal fofy;e ts- 'kSyj }kjk ¼8oka 

laLdj.k½ 

 ekbZ Qs;j ysMh th-ch- 'kkW vkSj ts yuZj 

osclkbV 

□ http://en.wikipedia.org/wiki/Communication 
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