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How to Use This EPA Kit 
 

Welcome to the Highfield End-Point Assessment Kit for the Retail Manager 
Apprenticeship Standard. 
 
Highfield is an independent end-point assessment organisation that has been 
approved to offer and carry out the independent end-point assessments for the Level 
4 Retail Manager Apprenticeship Standard. Highfield internally quality assure all end-
point assessments in accordance with its IQA process, additionally all end-point 
assessments are externally quality assured by the relevant EQA organisation. 
 
This guide is designed to outline all you need to know about the end-point 
assessments for this standard and will also provide an overview of the on-programme 
delivery requirements. In addition, advice and guidance for trainers on how to prepare 
apprentices for the end-point assessment is included. The approaches suggested are 
not the only way in which an apprentice may be prepared for their assessments, but 
trainers may find them helpful as a starting point. 
 
Highfield also offers the Highfield Retail Manager Apprenti-kit that is a comprehensive 
learning resource which is designed to be used on-programme. 
 
For more information, please go to 
https://www.highfield.co.uk/products/item/407/level-4-standard-in-retail-manager/    
Please note that the use of this kit is not a prerequisite for apprentices undertaking 
the retailer end-point assessment. 
 
For employers/training providers that use the Apprenti-kit, a criteria mapping 
document is available form Highfield if required. 
 
 
 
Key facts 
 
Apprenticeship standard:  Retail Manager 
Level:  4 
On Programme Duration: Minimum of 12 months 
Grading: Pass/distinction  
End-Point Assessment Duration: Maximum of 4 months 
End-Point Assessment methods:  Written Exam, Retail Business Project, 

Professional Discussion 
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In this guide, you will find: 
 

• a section focused on delivery, where the standard and assessment criteria are 
presented in a suggested format that is suitable for delivery 
 

• guidance on how to prepare the apprentice for gateway 
 

• detailed information on which part of the standard is assessed by which 
assessment method 
 

• a section focused on the end-point assessment method where the assessment 
criteria are presented in a format suitable for carrying out ‘mock’ assessments 

 
• suggestions on how to prepare the apprentice for each part of the end-point 

assessment 
 

• a practice written exam that you can use with apprentices 
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Introduction 
 

Standard overview  
 

Retail managers are responsible for delivering sales targets and a positive experience 
to customers that will encourage repeat custom and loyalty to the brand/business. It 
is a diverse role that includes leading and developing a team to achieve business 
objectives and work with a wide range of people, requiring excellent communication 
skills. Maximising income and minimising wastage are essential to the job and 
therefore individuals must develop a sound understanding of business and people 
management principles to support the achievement of the vision and objectives of the 
business. Retail managers champion the way for personal development, training and 
continuous improvement, encouraging their team to develop their own skills and 
abilities to enhance business performance and productivity. 

 

On-programme requirements  
 

Although learning, development and on-programme assessment is flexible, and the 
process is not prescribed, the following is the recommended baseline expectation for 
an apprentice to achieve full competence in line with the retail manager standard. 

Throughout the period of learning and development, and at least every 2 months, the 
apprentice should meet with the on-programme assessor to record their progress 
against the standard using the on-programme progression template (included in 
Appendix 2). At these reviews, evidence should be discussed and recorded by the 
apprentice. Once the apprentice is deemed competent, the relevant section(s) of the 
standard should be signed off by the on-programme assessor and employer.  

The maintenance of an on-programme record is important to support the apprentice, 
on-programme assessor and employer in monitoring the progress of learning and 
development and to determine when the apprentice has achieved full competence in 
their job role and is ready for end-point assessment. The on-programme assessment 
log is NOT a portfolio of evidence, but a record of what the apprentice can do following 
periods of training, development and assessment. A minimum of 6 meetings and 
completed records are recommended to show ongoing competence across the entire 
standard, over a minimum of a 12-month period prior to starting the end-point 
assessment.  
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Further guidance and support on planning and managing a retail manager 
apprentice’s training and development journey is available from the Retail 
Apprenticeship Board via People1st.co.uk. 

 

Additional, relevant on-programme qualification  
 

The Highfield Level 4 Certificate and Diploma in Retail Management (RQF) are also 
available as additional qualifications that may be taken alongside the retail manager 
apprenticeship whilst on programme, if required. 

 

Readiness for end-point assessment  
 

In order for an apprentice to be ready for the end-point assessments:   

• the English and maths components of the apprenticeship must be successfully 
completed by the apprentice  

• the employer must be confident that the apprentice has developed all the 
knowledge, skills and behaviours defined in the apprenticeship standard. To 
ensure this, the apprentice must attend a formal meeting with their employer 
to complete the gateway readiness report 

• the apprentice and the employer should then engage with Highfield to agree 
a plan and schedule for each assessment activity to ensure all components can 
be completed within a 4-month end-assessment window. Further information 
about the gateway process is covered later in this guide. 

The independent end assessment is synoptic, which means it takes an overview of the 
apprentices’ competence. The end assessment should only commence once the 
employer is confident that the apprentice has developed all the knowledge, skills and 
behaviours defined in the apprenticeship standard which, as a best practice 
recommendation, could be clearly evidenced by the on-programme progression 
meetings and records. The independent end assessment ensures that all apprentices 
consistently achieve the industry set professional standard for a retail manager. Prior 
to independent end assessment the English and maths components of the 
apprenticeship must be successfully completed. 
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The independent end assessor will agree a plan and schedule for each assessment 
activity with the apprentice and employer representative to ensure all components 
can be completed within a four-month end assessment window. 

 

Order of end-point assessments  
 

The written exam must be the first assessment component, followed by the retail 
business project and finally the professional discussion.  

 

Retake and resit information 
 

Should an apprentice fail 1 assessment activity on the first attempt, a resit should be 
scheduled as soon as the apprentice is ready, when practicable for the business and 
in line with the policies, practices and procedures of Highfield.  

The resit is normally expected to take place after all the required assessments have 
been taken and the individual assessment results and overall apprenticeship result 
has been given to the apprentice.  

Should an apprentice fail 2 or more activities, a period of further training and 
development lasting between 1 and 3 months must take place before a retake is 
scheduled. The decision on how much time is required is based on a discussion 
between the apprentice, their employer and the training provider.  

When resitting or retaking any assessment activity, the maximum grade that can be 
achieved for that activity is a pass. 

 



 

RM 1.3 1  
  

 

 

Level 4 Retail Manager 
 

EPA-Kit 

 

 

Mapping Documents 



 

RM 1.3  2   
  

End-Point Assessment Mapping at a Glance 
 

Standard Assessment 
Method 

Criteria 
Reference 

 Standard Assessment 
Method 

Criteria 
Reference 

 Standard Assessment 
Method 

Criteria 
Reference 

Customer 
(CS) 

PD 
 

CS 1-2  Communications 
(CO) 

EX 
PD 

CO 1-5 
CO 6 

 Stock (ST) EX 
 
 

ST 1-5 
 

Business 
Project (BP) 

RBP 
 

BP 1-22 
 

 Sales and 
Promotion (SP) 

EX 
PD 

SP 1-4 
SP 5-6 

 Developing 
Self and 
Others (DS) 

EX 
PD 

DS 1-5 
DS 6-8 

Financial 
(FN) 

EX 
PD 
 

FN 1-6 
FN 7-8 
 

 Product and 
Service (PS) 

PD PS 1  Team 
Performance 
(TP) 

EX 
 

TP 1-3 
 

Leadership 
(LE) 

EX 
PD 
 

LE 1-2 
LE 3-5 
 

 Brand 
Reputation (BR) 

EX 
 

BR 1-2 
 

 Legal and 
Governance 
(LG) 

EX 
PD 

LG 1-5 
LG 6-7 

Marketing 
(MA) 

EX 
 
 

MA 1-4  
 

 Merchandising 
(ME) 

EX 
 
 

ME 1-4 
 

 
     

 
Key  EX = Written Exam  RBP = Retail Business Project  PD = Professional Discussion 
*Please see individual assessment sections in the following pages for full details of Evidence Criteria 
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End-Point Assessment Mapping at a Glance:  
By Assessment Method 

 

 
Assessment Method Standard 

 
Criteria 

Reference 
Written Exam Financial 

Leadership 
Marketing 

Communications 
Merchandising 

Stock 
Developing self and others 

Team Performance 
Legal and Governance 
Sales and Promotions 

Brand Reputation 
 

FN 1-6 
LE 1-2 

MA 1- 4 
CO 1-5 
ME 1-4 
ST 1-5 
DS 1-5 
TP 1-3 
LG 1-5 
SP 1-4 
BR 1-2 

Retail Business 
Project 

Business Project 
 

BP 1-22 
 

Professional 
Discussion 

Customer 
Financial 

Leadership 
Communications 

Sales and Promotion 
Product and Service 

Developing Self and Others 
Legal and Governance 

 

CU 1-2 
FN 7-8 
LE 3-5 
CO 6 

SP 5-6 
PS 1 

DS 6-8 
LG 6-7 
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The Highfield Approach  
 

• Documents used in developing this end-point 
assessment 
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The Highfield Approach 
 

This section describes the approach Highfield has adopted in the development of this 
end-point assessment in terms of its interpretation of the requirements of the end-
point assessment plan and other relevant documents. 

Documents used in developing this end-point assessment 

Standard (2015)  

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/41
1497/RETAIL__-_Retail_Manager.pdf 

End-point assessment plan (September 2016) 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/56
4285/Retail_manager_assessment_plan.pdf 

Common approach   

People 1st – Edition 2, September 2017 
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Delivering the Standard 
 

• Customer 
• Financial 
• Leadership 
• Marketing 
• Communications 
• Sales and Promotion 
• Product and Service 
• Brand Reputation 
• Merchandising 
• Stock 
• Developing Self and Others 
• Team Performance 
• Legal and Governance 
• Business Project 
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Customer 

Knowledge Skills Behaviour 

Understand key drivers of customer journeys  

and how managing positive customer  

experiences increases sales, customer spend  

and loyalty, and the resulting financial 

impact on the business 

Manage the customer experience, including  

remotely e.g. on-line, through ensuring  

the team deliver to customers a positive  

experience that benchmarks favourably to  

its main competitors and meets customer  
service objectives 

Take overall accountability and 

responsibility for the customers’ 

experience. Make effective decisions by 

balancing the needs of the customer and 

the business 

Professional Discussion 

To pass, the following must be evidenced To gain a distinction 

CU1 Demonstrate how feedback has been sought from managers 

and customers and how this has been effectively dealt with 

CU2 Proactively invite feedback from all stakeholders and use this 

to develop and implement measurable improvements in 

performance of self and team 

 

Amplification and Guidance 
• Customer service 

o Definition, types of customers (internal and external), own company policies, dealing with queries and complaints 

• Feedback 
o Customer - Surveys, questionnaires (online, front till receipts, email, postal, in store), loyalty card information 

o Manager - Reviews, one to one’s, appraisals, performance reviews, store walks (manager walks the store providing 

feedback to the team on store standards 

o Stakeholders - Getting the views of other departments – buying/ merchandising, marketing, finance  
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• Measurable Improvements  
o Measurment factors - Surveys - customer service and mystery shopping, units per transaction (UPT), average transaction 

value (ATV / basket size) 
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Financial 
Knowledge Skills Behaviour 

Understand the key drivers of profitable 

retail performance and the relationship of 

forecasting to the retail calendar; know how 

to analyse and use information for 

forecasting, and how to report on financial 

results. Identify the impact of different types 
of costs on the business and understand how 

to make effective use of resources 

Manage the overall performance of the  
team to achieve financial targets taking into  

account the retail calendar year. Analyse  

reports to identify and determine key actions  

and recommendations. Produce and report  

on financial plans as required by the business, 

and identify and implement opportunities to 

increase profit and reduce waste 

Demonstrate commercial acumen and  

confidence to initiate change to improve  

the financial performance and profitability  

in line with business policy, objectives and  

procedures 

Written Exam 

To pass, the following must be evidenced 
FN1 How to apply general principles of operating commercially in a retail environment 

FN2 Scope and content of a business strategy and future plans/influencing factors 

FN3 Profit margin specifications and implications thereof for different products/services 

FN4 Principles of budgeting and forecasting 

FN5 The difference between a budget, ‘actuals’ and cash flow 

FN6 Key financial data in a retail business, it’s importance and how it should be used to analyse performance and inform planning 
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Professional Discussion 

To pass, the following must be evidenced To gain a distinction 
FN7 Provide evidence to show they have been part of the 

budgeting and cost control in the organisation 

FN8 Describe how recommendations for the improvement of 

quality, cost, value or efficiency have been made and 

implemented in the organisation 

 

Amplification and Guidance 
• Key financial data 

o For example, profit and loss statements, current ratio (current assets divided by current liabilities, gross margins, gross 

profit, profit margins, cash margin, margin percentage (%), mark up, stock control sheets) 

o Understand the key drivers of profitable retail performance and the relationship of forecasting to the retail calendar  

o know how to analyse and use information for forecasting, and how to report on financial results 

o Identify the impact of different types of costs on the business and understand how to make effective use of resources 

o Analyse reports to identify and determine key actions and recommendations 

o Produce and report on financial plans as required by the business, and identify and implement opportunities to increase 

profit and reduce waste 

 

• Retail calendar  

• e.g. events and their impact, promotional events 

 

• Different types of costs  
• financial and non-financial 
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• Manage the overall performance of the team 
• to achieve financial targets taking into account the retail calendar year 
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Leadership 
Knowledge Skills Behaviour 

Understand different leadership styles 

used  

in retail businesses and when to use them  

effectively to motivate and inspire the 

team to do their best 

 

Provide clear direction and leadership to the  

team, giving open and honest feedback. 

Apply  

and adapt own leadership style to different 

retail situations and people to achieve the 

desired outcome 

 

Influence, challenge and involve  

others, aligning personal values with  

those of the company to instil a high  

performance culture 

Written Exam 

To pass, the following must be evidenced 
LE1 Leadership styles  
LE2 Theories of motivation  

Professional Discussion 

To pass, the following must be evidenced To gain a distinction 
LE3 Provide an effective evaluation of own performance, 

including behaviours, identifying where opportunities for 

improvement have been taken and results thereof 

evaluated 

LE4 Explains how effective retail management and contingency 

planning have been developed and implemented and how this 

has decreased down time and increased overall departmental 

performance 

LE5 Provides mentorship to team members with measurable 

improvements to the performance of individuals and the team 
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Amplification and Guidance 
• Leadership styles 

o e.g. laissez-faire, autocratic, democratic, participative, transactional, transformational 

• Theories of motivation 
o e.g. Taylor, Mayo, Maslow, Herzberg 

 

• Mentorship - Self-reflection & evaluation 
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Marketing 
Knowledge Skills Behaviour 

Know the key factors influencing a marketing 

plan such as product launch and life cycle, 

pricing, discount and special offers and ways 

of marketing via physical and other media. 

Understand how own business has formed 

marketing plan and how own role can best 

utilise marketing strategies to address 

demand throughout the retail calendar 

Communicate marketing objectives to team 

members and drive results. Analyse and 

evaluate the impact of marketing activities 

e.g. sales and customer feedback, and report 

the outcomes to senior management with 

relevant recommendations 

 

Proactively seek to understand the 

marketing strategy of the business, gain 

knowledge of local area and competition, 

take action, or upwardly communicate 

recommendations on action, to improve 

the implementation and drive marketing 

activities in area of responsibility 

Written Exam 

To pass, the following must be evidenced 
MA1 Online, print and in person marketing methods used in the retail industry, including the comparative benefits and limitations 

MA2 Product launch/product life cycle 

MA3 Principles of price-based marketing (sales, discounting, special offers) 

MA4 How marketing strategies link to the retail sales calendar 

Amplification and Guidance 
 

o Price based marketing 

o Price sensitivity of customers 

o e.g. sales, discounting, special offers 

o Price skimming, penetration, economy, premium 
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o Buy one get one free (BOGOF), bundled offers  

 

o Marketing strategies 
o e.g. new product, brand awareness, increasing sales of a current product or service  

o Product introduction 

o Positioning in the market 

o Social Media - the ability now to target very detailed customers with advertising due to the information they have 

supplied to the social media company e.g. Facebook, where the location, sex, age and interests can be targeted 

o Food tasting stations 

o Loyalty incentives 

o General understanding of the 4 P’s 

o Multi-channel sales in retail including hybrid methods combining two channels with positives and negatives of each 

 

o Product life cycle      
o Introduction, growth, maturity, decline  

 

o Retail calendar 
o Overview of all events and sales trends on a calendar 

o Regular annual events e.g. Christmas, Valentines, back to school, other school holidays, Easter (taking place on different 

dates each year) 

o New marketing/ promotional trends e.g. Black Friday 

o Definition of retail - the sale of goods to the public in relatively small quantities for use or consumption rather than for 

resale e.g. retail does not necessarily mean stores 



 

  

 

RM 1.3   11  

 

Communications 
Knowledge Skills Behaviour 

Understand how to communicate and 

cascade information effectively at all levels 

and to a diverse audience. Know how to 

identify the information required for 

decision making, how it should be gathered 

and reported internally and externally 

Establish clear communication objectives, 

lead communications in a style and manner 

that is relevant to the target audience and 

achieves an effective result for the business 

Adapt style and method of communication 

to the circumstances and needs of 

individuals intuitively, demonstrating 

appropriate skills such as empathy, 

fairness and authority as appropriate; seek 

and provide feedback in a positive manner 

Written Exam 

To pass, the following must be evidenced 
CO1 The variety of methods of communication available and how to use these effectively depending on the situation and audience 

CO2 Verbal/non-verbal/written, face to face, on-line, via telephone, brand standard/corporate image 

CO3 How to establish the needs of individuals (team members and customers) 

CO4 Principles of active listening 

CO5 The importance of giving constructive feedback and acting on feedback received 

Professional Discussion 

To pass, the following must be evidenced To gain a distinction 
CO6 Explain why it is essential to instill the importance of 

following procedures to staff 

 

 

 

 

There are no distinction criteria for this component 
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Amplification and Guidance 
o Methods of communication 
o Business ethics and corporate social responsibility  

o what the business believes in and how they project that 

o Methods of communication in the work place 
o E.g. written, email, internal social media, meetings  

o Active listening  

o Non-verbal communication 

o Feedback 

o Communication of the brand image 

 

o Constructive feedback  
o Follow up to initial meeting 

 

o Procedures in the workplace 

o including Health and Safety, receipt of goods, till operation 

o political action - e.g. sabotage or terrorism 
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Sales and Promotion 
Knowledge Skills Behaviour 

Understand how to set sales targets that are  

challenging but realistic and how to lead 

team members to achieve sales targets, 

maximising opportunities and reducing 

potential threats to sales across the retail 

calendar 

Manage the team to achieve sales targets  

through regular monitoring of performance  

against results, identifying high and low  

performance products/services and taking  

timely action to find and implement 

appropriate solutions 

Think ahead and take positive actions 

to maximise opportunities for sales 

and effective marketing activities, make 

cost effective use of resources through 

robust processes to meet sales targets 

Written Exam 

To pass, the following must be evidenced 
SP1 Principles of setting team and individual sales targets 

SP2 Data analysis  

SP3 Threats to sales targets 
SP4 Principles of the retail calendar 

Professional Discussion 

To pass, the following must be evidenced To gain a distinction 
SP5 Provide an overview of how the retail operation meets the 

needs of the business 

SP6 Provide reasoned examples of how the operation operates 

efficiently 

There are no distinction criteria for this component 
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Amplification and Guidance 

• Set sales targets  
o SMART targets 

o Key performance indicators (KPI’s) including personal sales, department sales targets, units per transaction (UPT), average 

transaction value (ATV), sales of ‘add-on’ or linked items and how these fit into the store, area, region, company targets  

o Effective communication of targets to staff 

o Top down and bottom up planning of sales budgets/plans 

o Obtaining buy-in by the store sales team 

 

• Threats to sales targets - macro and micro  
o Macro - economy, Ministry of Government and legislative changes, inflation, fluctuating disposable income, currency 

changes affecting products sourced overseas 

o Micro - late delivery of stock, running out of stock, cash flow issues, closing of a local large factory near a store, 

Refrigeration failure 

 

• Retail calendar i.e. an overview of all events and sales trends on a calendar 

o Regular annual events e.g. Christmas, Valentine’s day, back to school and regular School holidays, Easter, events happening 

on different dates each year 

o New promotional trends – e.g. Black Friday promotions, Food safety week  

 

• Maximise opportunities for sales - visual merchandising supporting sales  
o Positioning of stock in store and within window display 

o Co-ordinating of linked or associated merchandise  
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• Resources (space management) 
o e.g. pounds sterling per square foot, pound sterling per linear foot, pound sterling per shelf space 

• Setting team and individual sales targets 

o Performance Management - monitoring of store, department and individual sales performance with appropriate action to 

address deficits to sales plan/budget 

o Key Performance Indicators (KPI’s) highlighting efficiency 

- Wages percentage (%) to sales and other measures 

- Sales per square foot and other space management tools 

- Gross/net profit goals  

- Stock loss 

- Wastage 
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Product and Service 
Knowledge Skills Behaviour 

Keep up to date knowledge of product 
ranges, brand development, promotions, 

current and future trends. Understand how 

to analyse, interpret and share information 

and brief relevant stakeholders on products 

and services 

Analyse and interpret product/service 

sales information and use it to make 

recommendations for future planning e.g. of 

staff and resources, ideas for new initiatives. 

Research and demonstrate new products/ 

services or initiatives to the team 

Take ownership of the service offer, 

keeping self and team up to date with 

brand developments. Passionately 

take pride in new products and 

services actively promoting these with 

colleagues and customers 

Professional Discussion 

To pass, the following must be evidenced To gain a distinction 
PS1 Explain the importance of keeping up to date with current 

industry trends and provide examples of how this has been 

achieved 

There are no distinction criteria for this component 

Amplification and Guidance 
o Service offer 
o History of own company 

 
o Current trends in the retail market 
o Online, click and collect 

o Cashier less stores 

o Radio frequency identification (RFID) tags  

o Efficiencies e.g. lowering costs to compete with online retailers  

o Marketing trends e.g. Black Friday promotions  

o Local and national legislation regarding selling products e.g. tobacco, cigarettes, knives, alcohol 
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o Supporting Store or Head Office functions 

§ Human resources (HR), marketing, finance, buying and merchandising  

§ Retail operations supporting other sales channels --- i.e. click and collect, ordering in store via tablet for sizes/ 

ranges not stocked 

 

o Product ranges  
o where to find information 

o Internally 

o Externally 

o Risk analysis - risk assessments        

 

• Interpret and share information 
o Customer service satisfaction  

o Mystery shoppers 

o Customer surveys including till receipt surveys via online code 
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Brand Reputation 
Knowledge Skills Behaviour 

Understand the importance of upholding 

brand reputation, how brand reputation can 

become compromised and the impact on the 

business, and how threats can be managed. 

Identify the impact of social media on the 

industry and how it is used in own 

organisation 

Ensure the team carry out activities in line with 

business and brand values that actively market 

the business, support competitiveness and 

help meet business objectives. Identify 

possible risks to brand reputation and take 

action to prevent or minimise their impact 

Champion the brand and work closely 

with team and management to ensure 

brand reputation is upheld at all times 

Written Exam 

To pass, the following must be evidenced  
BR1 Principles of brand reputation 

BR2 Importance of adhering to brand standards, branding and messaging 

Amplification and Guidance 
• Brand reputation  

o Unique selling point (USP) 

o Positioning within the market 

o Potential dangers to brand reputation, including those posed by social media and websites such as Trust Pilot 

o Multi-channel consistency 

o Vision statement  

o Values 

o Local and national legislation regarding selling products e.g. tobacco, cigarettes, knives, alcohol 
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Merchandising 
Knowledge Skills Behaviour 

Understand key features of merchandising 

and how these link with the business’ 

merchandising plan to achieve sales targets. 

Know the particular requirements of related 

activities such as seasonal peaks and troughs 

over the retail calendar year 

Ensure effective merchandising set up, 

monitoring and maintenance in own area of 

business. Measure the impact of 

merchandising on sales and report the 

outcome to colleagues and senior managers, 

providing recommendations for 

improvements, and implementing changes 

within own remit 

Adapt merchandising principles to own 

environment, store configuration, local 

needs and sales patterns  

Written Exam 

To pass, the following must be evidenced 
ME1 Key principles of merchandising, including their impact on the retail calendar 

ME2 How local and national trends and requirements can influence merchandising 

ME3 The importance of following merchandising plans 

ME4 How online and in store promotions differ and can be used as part of a coherent merchandising strategy 
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Amplification and Guidance 
• Principles of merchandising 

o For example, less is more, pyramid principle, odd rather than even, repetition 

o Visual merchandising  

- Product positioning in store, coordinating items, window displays  

- Best practice communication to stores for effective visual merchandising displays  

- Add-on / complementary items  

- Knowledge of hot spots, key product placement locations within the store 

o Retail calendar - Supporting product launches by effective planning, utilising the retail calendar to not clash with other item 

launches and promotions  
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Stock 
Knowledge Skills Behaviour 

Understand how to manage an effective 

stock control system; recognise the financial 

implications to the business and own 

responsibility to manage stock to meet sales 

targets, marketing activities and business 

objectives 

Monitor the stock management system to 

minimise the cost of damage to stock and the 

loss of stock to the business. Ensure audit 

compliance and react quickly to results to 

maintain business standards and stock 

requirements 

Take ownership of stock management 

systems to meet current and projected 

business needs 

Written Exam 

To pass, the following must be evidenced 
ST1 The principles of managing an effective stock control system 

ST2 The financial and operational implications of effective/ineffective stock control 

ST3 Correct storage conditions for a range of stock 

ST4 The costs/benefits of manual and automated stock ordering systems 

ST5 Legal requirements relating to stock control, movement and sale (e.g. age restricted, fireworks) 

Amplification and Guidance 
• Stock management 

o Merchandising  

o Department that supports the Buying department by deciding which stores, size assortment and depth of stock will be 

allocated, from the stock purchased by buyers  

o Having the right amount of stock, in the right store, at the right time 

o Rate of stock turn (RST)  

o Stock unit allocation calculation (i.e. weeks/monthly sales cover) for initial auto-replenishment  
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o Automated stock replenishment systems versus manual replenishment systems in normal trading and in key ramp up 

promotions e.g. Christmas, Valentines Day  

o Wastage control 

o Food Merchandising  

 

• Legal requirements  
o regarding selling products e.g. tobacco, cigarettes, knives, alcohol, fireworks 
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Developing Self and Others 
Knowledge Skills Behaviour 

Identify a variety of ways to inspire and 

motivate team members, how to positively 

influence their approach to work and how to 

pass on knowledge and experience. 

Understand the importance of, and process 

for, ensuring team members’ and own 

development 

Work with team members to maximise their 

potential and achieve organisation’s 

objectives. Implement effective and accurate 

training on products, services and legislation 

governing sales, such as age restricted 

products, trading standards and weights and 

measures 

Help team members balance work and life 

priorities, realise their potential and see 

the benefits of self- development and 

improvement. Demonstrate commitment 

to self-improvement, championing a 

culture of continual development and 

progression 

Written Exam 

To pass, the following must be evidenced 
DS1 Training needs analysis 
DS2 The learning and development cycle 

DS3 The importance of feedback 

DS4 Learning styles 
DS5 Training plan design 
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Professional Discussion 

To pass, the following must be evidenced To gain a distinction 
DS6 Provide examples of how staff are managed effectively, 

including motivation and development of teams and 

individual staff members 

DS7 Demonstrates staff engagement, motivation, performance 

management and how this has led to increased performance 

DS8 Provide examples of when improvement activities have been 

actively sought to develop own performance to raise 

standards in sales, promotions, team performance and 

customer service 

Amplification and Guidance 
• Learning and development cycle 

o Identifying learning needs, plan and design learning, deliver learning, evaluate learning 

• Training needs analysis  
o Fundamentals of carrying out a Training Needs Analysis, various options for this 

• Learning styles  
o Vark model (visual, auditory, kinaesthetic, linguistic)  

 
• Training plan design 

o Personal development plan (PDP) 

 

• Motivation  
o Theories e.g. Taylor, Mayo, Maslow, Herzberg, McGregor, Vroom 
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• Individual staff members 
o Mentoring and self-reflection & evaluation 
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Team Performance 
Knowledge Skills Behaviour 

Know how to recruit, retain and develop the 

right people for the right roles. Know the key 

theories of performance management and 

how to apply them to retail teams using own 

organisation’s tools and protocols to support 

them 

Comply with legal requirements to minimise 

risk and inspire customer confidence; 

minimising disruption to the business and 

maintaining the safety and security of people 

at all times 

Work with integrity in an honest and 

trustworthy manner putting personal 

safety and that of others first 

Written Exam 

To pass, the following must be evidenced 
TP1 The principles and legal requirements for recruitment and selection 

TP2 Factors that impact on retention of staff 

TP3 The principles of an effective performance management system  
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Amplification and Guidance 
• Theories - team 

o Belbin 

o Tuckman 

 

• Recruit (Recruitment process) 
o Assessment day processes 

o Competency based interviews  

o Job description and person specification 

o Equality Act 2010, including protected characteristics 

o Eligibility to work in the UK—Immigration Asylum and Nationality Act 2006 

 

• Performance management  
o processes 

o Informal and formal disciplinary process 

o Mabey elements of performance management cycle 

o Attrition (staff leavers) and staff turnover 

- How to calculate 

- Causes of  

o Time management 

- Four quadrants of time management (e.g. Eisenhower Decision Matrix, Stephen Covey’s Time Management Matrix)  

- Pareto Principle (80-20 rule) 

- Prioritisation 

- Paper versus electronic time management / planning 
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Legal and Governance 
Knowledge Skills Behaviour 

Understand environmental, legislative,  

corporate, data protection and social  

responsibilities relating to retail businesses 

Manage and continuously review adherence  

to legislation and regulations/policies for  

due diligence; handle audits and regulatory  

authorities such as the Environmental Health  

Officer appropriately 

Be accountable, advocate and adhere 

to the importance of working legally in 

the best interests of all people 

Written Exam 

To pass, the following must be evidenced 
LG1 Legal requirements relating to managing a range of retail operations 

LG2 Health and safety 

LG3 Trading standards 

LG4 Data protection 

LG5 Corporate and social responsibility 
Professional discussion 

To pass, the following must be evidenced To gain a distinction 
LG6 Describe how the retail operation meets legislative and 

regulatory needs 
LG7 Demonstrate how a proactive approach to risk management 

has been implemented, including proactively educating and 

monitoring staff on health and safety and risk matters beyond 

the legislative minimum 
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Amplification and Guidance 
o Legal requirements 

o Health and safety 

o Data protection 

o Licensing (where applicable) 

o Sale of goods 

o Consumer rights 

o Food safety (where applicable) 

o Date expired Food  

o Trading standards 

o Employment law 

o Dealing with a terror threat 

o Legal requirements regarding non-compliance 

- Health and Safety at Work Act  

- Management of Health and safety at work regulations 1999 

- Risk assessments  

- RIDDOR  

- GDPR  

- Licensing Act 2003 

- Consumer Rights Act 2015 (instore, online and software) 

- Invitation to treat within contract law (window price displays)  

- Food safety (where applicable) 
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- Employment law  

 

o Corporate and social responsibility 

o Roles and responsibilities within stores 

o Sustainability 

o Carbon footprint 

o Recycling  

o Community liaison  

o Food wastage  

o Limiting land fill 

o Organisational governance / Corporate governance  

- Role of Chairman, Chief Executive Officer (CEO), Managing Director (MD) 

- Non-Executive Directors  

- Whistle blowing  
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Business Project 
Knowledge Skills Behaviour 

Understand the vision of the business, 

its competitive position and own role and 

responsibility in the delivery of business 

objectives. Understand the market in which 

the business operates and how this impacts 

on the products/services it offers 

Lead the team to achieve and exceed 

business objectives through forward 

planning, analysis and evaluation of own 

business area. Use sales and customer 

data to make sound and effective decisions 

which improve business performance 

Demonstrate personal responsibility for 

the strategic direction and objectives for 

own area of the business 

Retail Business Project 

To pass, the following must be evidenced To gain a distinction 
BP1 Give a general introduction and background to the retail 

business, including how this related to the wider 

organisation, local and national environment 

BP2 Outline the problem, challenge or opportunity identified 

BP3 State the aims and objectives of the project 

BP4 Identify how the potential changes would lead to 

measurable improvements and benefits to the retail 

business 

BP5 Consult relevant stakeholders (e.g. customers, team 

members, managers) to inform the results and 

recommendations 

BP6 Provide a detailed analysis of costs associated with the 

proposed recommendations 

BP7 Identify applicable local and national legislation and ensure 

the proposal complies 

BP11 Give a detailed introduction and background of the retail 

business, wider organisations, local and national 

environments, including on-line considerations 

BP12 Outline the current situation which has led to the 

identification of a challenge or opportunity 

BP13 Provide detailed aims and objectives for the project, linking 

to the current situation 

BP14 Identification of measurable improvements and benefits to 

the organisation 

BP15 Provide evidence of wide consultation with a range of 

stakeholders and show how responses have been effectively 

evaluated and their content considered and included in the 

recommendation 

BP16 A thorough analysis of costs and benefits of the 

recommendations in the short, medium and long term 
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BP8 Provide research methodology to demonstrate a logical, 

coherent approach 

BP9 Make clear recommendations for implementation 

BP10 Concise validation and justification of recommendations 

BP17 Critically analyse the project to ensure it meets 

organisational and legal requirements 

BP18 Effectively design and use a research methodology using 

qualitative and quantitative research to its best effect 

BP19 Detailed recommendations for implementation 

BP20 Provide a comprehensive link from the project into the 

medium term strategy of the retail business 

BP21 Detailed validation and justification of recommendations 

BP22 Proposed timeframes for implementation 
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Level 4 Retail Manager 
 

EPA-Kit 

 

 

Gateway 
 

 

• How to prepare for gateway 
• Gateway readiness 
• Retailer gateway readiness report 
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Gateway 
 

How to prepare for gateway 
 
After apprentices have completed their on-programme learning they should be ready 
to pass through ‘gateway’ to their end-point assessment.  

Gateway is a meeting that should be arranged between the apprentice, their employer 
and training provider to determine that the apprentice is ready to undertake their 
end-point assessment. The apprentice should prepare for this meeting by bringing 
along work-based evidence, including; 

• customer feedback  
• recordings 
• manager statements 
• witness statements  

As well as evidence from others, such as:  

• mid and end-of-year performance reviews 
• feedback to show how they have met the apprenticeship standards while 

on-programme 

In advance of gateway, apprentices will need to have: 

• achieved Level 2 English 
• achieved Level 2 maths 

Therefore, apprentices should be advised by employers and providers to gather this 
evidence throughout their on-programme training. It is recommended that employers 
and providers complete regular checks and reviews of this evidence to ensure the 
apprentice is progressing and achieving the standards before the formal gateway 
meeting is arranged. 

The meeting should last around an hour, during which the following form will be 
completed and agreed by all 3 parties. This form should then be submitted to Highfield 
to initiate the end-point assessment process. 
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Retail Manager 
Gateway Readiness  

(Standard Version: 2015; Assessment Plan Version: September 2016 ST035/AP01) 
 
 

This employer and apprentice gateway readiness report has been designed to be used 
during the formal gateway meeting. This meeting should be attended by the 
apprentice and the relevant people who have worked with the apprentice on-
programme, such as the line manager/employer or mentor, the on-programme 
trainer/training provider and/or a senior manager (as appropriate to the business). 
During the meeting, the apprentice, employer and training provider will discuss the 
apprentice’s progress to date and confirm if the apprentice has met the full criteria of 
the apprenticeship standard during their on-programme training. This document 
should be used to log the outcomes of the meeting and can be submitted to the end-
point assessment organisation as evidence of the apprentice’s readiness to enter the 
gateway, and commence end-point assessment.  

Please note: a copy of the standard should be available to all attendees during the 
gateway meeting.  

Reasonable adjustments and special considerations 
Highfield has measures in place for apprentices who require additional support. Please 
refer to the Highfield Reasonable Adjustments Policy for further 
information/guidance.  
 
ID requirements 
Highfield will need to ensure that the person undertaking an assessment is indeed the 
person they are claiming to be. All employers are therefore required to ensure that 
each apprentice has their identification with them on the day of the assessment so 
the end-point assessor can check. 
 
Highfield will accept the following as proof of an apprentice’s identity:  
 

• a valid passport (any nationality) 
• a signed UK photocard driving license 
• a valid warrant card issued by H M forces or the police 
• another photographic ID card, e.g. employee ID card, travel card, etc. 
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Retail Manager Gateway Readiness Report  
  

Apprentice’s name:  Apprentice’s job title:    
    

Employer’s organisation:  Training provider’s organisation:  

    

Employer’s name:  Training provider’s name  

    

Employer’s job title:  Training provider’s job title:  

    Office use: 
HA check  

Apprenticeship start date:  Apprenticeship on programme end date  Min.duration  

    Y/N  

Standard title:  Gateway meeting date:    

Retail Manager     

EPA start date:  EPA End date:    

    Y/N  

  
Pre-requisite requirements   
Before the discussion takes place about the apprentice’s achievement of the standard, the 
apprentice must confirm to the employer that they have achieved any pre-requisite 
requirements:  
  

Pre-requisite 
requirement 

Achieved by 
the 
apprentice? 
 

Evidence Office 
use: HA 
check 

Maths L2 Y/N  Y/N 
English L2 Y/N  Y/N 

HA first line sign off:  
HA second line sign off:  
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Additional 
requirement 

Provided  Details Office use only 
HA check:  

Project proposal 
signed off  

Y/N  Y/N 

  HA first line sign off:  
  HA second line sign 

off: 
 

 
Achievement of the apprenticeship standard  
The following table should be completed by the employer to log how the apprentice has met 
each of the standard subject areas. This can be discussed through Q&A, and/or the apprentice 
may present evidence that can be reviewed during the meeting to show their achievement of 
the different part of the standard. Following the Q&A and presentation of evidence, the 
employer should log this information in the table below along with their comments, and then 
make a judgement as to whether the apprentice has successfully achieved all the subject areas 
in the standard.   
    
  

Standard subject area  Assessment 
ready?  

Comments  

Customer   Y/N   

Financial   Y/N   

Leadership Y/N  

Marketing   Y/N   

Communications   Y/N   

Sales and Promotion   Y/N   

Product and Service  Y/N  

Brand Reputation   Y/N   

Merchandising   Y/N   

Stock   Y/N   

Developing Self and 
Others 

 Y/N   

Team Performance   Y/N   

Legal and Governance   Y/N   

Business Project  Y/N   
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Gateway meeting outcome  
Based on the information discussed and evidenced during the gateway meeting, which is 
documented in the tables above, the following outcome has been agreed:  
  

Gateway meeting outcome  
  

Has the apprentice successfully achieved all the 
criteria of the apprenticeship standard while on 
programme?  
  

  
Y/N  

If so, is the apprentice ready 
for end-point assessment?  

  
Y/N  

Should any parts of the gateway readiness not be complete, or answered ‘no’, then the apprentice is 
deemed not ready for end-point assessment and a period of additional training and preparation must 
take place.   
  
After the completion of this additional support the gateway readiness report must be completed again.  
For further support please contact your employer engagement officer at Highfield Assessment.  
The apprentice is aware that during the end-point assessment some footage may be recorded and 
stored for quality assurance purposes using either video or audio equipment and gives their consent for 
this.   
The decisions above have been agreed by the following parties.  
  
Declaration:  
By signing this form, the signatories below confirm that they understand and agree to the following:  

1. The apprentice has completed the mandatory on-programme elements of the apprenticeship 
and is ready for end-point assessment with Highfield  

2. That all evidence used within any assessment or presented to Highfield is the apprentice’s 
own work and does not infringe any third-party rights  

3. The apprentice meets all Highfield’s and ESFA’s requirements, including that relating to 
eligibility to be put forward for end-point assessment  

4. Highfield will not end-point assess any apprentices prior to the expiry of 372 days from the 
apprenticeship start date that is recorded on the ILR and this document (as per the ESFA’s 
requirements)  

5. The apprentice has been on-programme for the minimum duration required by the ESFA and 
assessment plan (as referenced in 4 above)  

6. The apprentice has achieved the minimum pre-requisite maths and English achievement (and 
attempts at Level 2) as detailed in this document and on the assessment plan   

  
In addition, it is agreed that, if they are successful, Highfield may apply to the ESFA for the 
apprenticeship certificate on the apprentice’s behalf.   
  
The undersigned also acknowledge and accept that, in the event that any of the above requirements 
are not met, Highfield will be unable to end-point assess the apprentice. Furthermore, in such 
circumstances Highfield may draw any defaults to the attention of the ESFA or any other relevant 
authority/organisation.  
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Employer’s name:  Employer’s signature:  Date:  
  
  

    

Training provider’s name:  Training provider’s signature:  Date:  
  
  

    

Apprentice’s name:  Apprentice’s signature:  Date:  
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Level 4 Retail Manager 
 

EPA-Kit 

 

 

Assessment Summary 
 

• Summary of assessments 
• Written exam 
• Practical observation 
• Professional discussion 
• Grading 
• Resit and retake information 
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Assessment Summary  
 

The end-point assessment for retail manager is made up of 3 components that must 
be taken in the following order:  

1. Written exam consisting of 6 short and 2 longer scenario-based questions, 
which has a 2-hour duration 

2. Retail business project. Although there is no stipulated word count, the 
Highfield guide is to complete 2,000 – 5,000 words 

3. Professional discussion, which has a 1-hour duration 
 

As an employer/training provider, you should agree a plan and schedule with the 
apprentice to ensure all assessment components can be completed effectively. 

Each component of the end-point assessment will be assessed against the appropriate 
criteria laid out in this guide, which will be used to determine a grade for each 
individual component.  

 

Written Exam 
 

• To achieve a pass, apprentices must achieve at least 60% (48 out of 80) 
• To achieve a distinction, apprentices must achieve at least 85% (68 out of 80) 

 

Retail Business Project 
 

• To achieve a pass in the retail business project, all pass criteria must be 
covered 

• To achieve a distinction in the retail business project, all pass and all 
distinction criteria should be covered 

  



 

RM 1.3 3 
 

Professional discussion 
 

• To achieve a pass in the professional discussion, all pass criteria must be 
covered    

• To achieve a distinction in the professional discussion, all pass and all 
distinction criteria must be covered 

 

Grading 
 

The overall grade for the apprentice is determined using the matrix below: 

Written Exam 
 

Retail Business 
Project 

 

Professional 
discussion 

Overall outcome 

 
Pass 

 

 
Pass 

 
Pass 

 
Pass 

 
Pass 

 

 
Pass 

 
Distinction 

 
Pass 

 
Pass 

 

 
Distinction 

 
Pass 

 
Pass 

 
Distinction 

 

 
Pass 

 
Pass 

 
Pass 

 
Distinction 

 
Pass Distinction Pass 

 
Pass 

 
Distinction Distinction Distinction 

 
Distinction 

 
Distinction Pass Distinction 

 
Distinction 

 
Distinction Distinction Distinction 
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Retake and Re-sit information 
 

Should an apprentice fail 1 assessment activity on the first attempt, a resit should be 
scheduled as soon as the apprentice is ready, when practicable for the business and 
in line with the policies, practices and procedures of Highfield.  

The resit is normally expected to take place after all the required assessments have 
been taken and the individual assessment results and overall apprenticeship result 
has been given to the apprentice.  

Should an apprentice fail 2 or more activities, a period of further training and 
development lasting between 1 and 3 months must take place before a retake is 
scheduled. The decision on how much time is required is based on a discussion 
between the apprentice, their employer and the training provider.  

When resitting or retaking any assessment activity, the maximum grade that can be 
achieved for that activity is a pass. 
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Summary of end-point assessments 
 

Written Exam Retail Business Project Professional discussion 
2 hour written exam 

incorporating both short 
and extended scenario-

based questions.  
Externally set and marked 
automatically by Highfield 
Undertaken either on the 

employer’s premises or off 
site. 

30-minute presentation of 
the project undertaken by 

the apprentice, which 
should look at a strategic 
challenge, opportunity or 

idea within the retail 
environment. This must 

look both internally at the 
organisation and 

externally to the local and 
wider retail markers and 

include financial 
implications.  

1-hour structured discussion. 
Led by the end-point 

assessor, involving the 
apprentice and employer 

(e.g. line manager). 
Focusing on how they have 

performed during the 
apprenticeship and their 

overall achievement of the 
knowledge, skills and 

behaviours in the standard. 

Apprentices will complete 
their exams away from the 
day to day pressures of 
work and in a ‘controlled’ 
environment, which may 
be on or off the 
employers’ premises. 

Once the project proposal 
has been approved by the 
independent end assessor, 
the apprentice will be 
required to undertake 
their project, which must 
be presented to the 
independent end assessor 
within the four-month end 
assessment period.  
the presentation will take 
place in a controlled 
environment either on or 
off-site. A ‘controlled 
environment’ is defined as 
a quiet room, away from 
the normal place of work 
with access to all the 
equipment the apprentice 
requires to deliver the 
presentation.  

The professional discussion 
will be conducted in a 
‘controlled environment’ i.e. 
a quiet room, away from the 
normal place of work. If for 
any reason it is not possible 
for all involved to meet in the 
same place, end-point 
assessors must ensure 
adequate controls are in 
place to maintain fair and 
accurate assessment. The 
professional discussion may 
be conducted using 
technology such as video link, 
as long as fair assessment 
conditions can be 
maintained. Acceptable 
means of remote assessment 
include video 
conferencing/video calling 
and must include a 2-way 
visual and audio link. 
The professional discussion 
should be carefully planned 
to give every opportunity to 
the relevant criteria to be 
met. 
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Level 4 Retail Manager 
 

EPA-Kit 

 

 

Assessing the Written Exam 
 

• Written Exam Guidance 
• Before the Assessment 
• Written Exam Criteria 

 
 
 
 
 
 
 
 
 

 



 

RM 1.3 2   
 

The Written Exam - Guidance 
 

The following areas (knowledge) of the retail manager standard will be assessed by a 2-hour written 
exam consisting of 6 short and 2 longer scenario based questions, with the pass mark being 60% 
and the distinction mark being 85%.  

 The topics covered within the exam are listed below: 

• Financial 
• Leadership 
• Marketing 
• Communications 
• Sales and Promotion 
• Brand reputation 
• Merchandising 
• Stock 
• Developing self and others 
• Team performance 
• Legal and governance 

The individual marking sections are detailed in the table below: 

Areas of the standard to covered 
 

Approximate percentage of 
questions in the exam 

Financial 
Stock 30% 

Communications 15% 

Marketing 
Brand reputation 

Merchandising 
Sales and promotion 

20% 
 

Legal and governance 10% 

Leadership 
Team Performance 

Developing self and others 
25% 
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Before the assessment 
 

• Whist on-programme, the employer/training provider should brief the apprentice on the 
areas to be assessed by the written exam.  

 
• In readiness for end-point assessment, the apprentice should complete a sample exam. This 

can be found at the end of this section of the EPA Kit. 
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Written Exam Criteria  
  
The following pages include the criteria that are covered by the written exam. 

 

The apprentice will Criteria covered in the written exam 

Financial 
Understand the key drivers 
of profitable retail 
performance and the 
relationship of forecasting to 
the retail calendar; know 
how to analyse and use 
information for forecasting,  
and how to report on 
financial results. Identify  
the impact of different types 
of costs on the business and 
understand how to make 
effective use of resources 

FN1 How to apply general principles of operating 
commercially in a retail environment 

FN2 Scope and content of a business strategy and 
future plans/influencing factors 

FN3 Profit margin specifications and implications 
thereof for difference products/services 

FN4 Principles of budgeting and forecasting 
FN5 The difference between a budget, ‘actuals’ and 

cash flow  
FN6 Key financial data in a retail business, its 

importance and how it should be used to analyse 
performance and inform planning 

 

The apprentice will Criteria covered in the written exam 

Leadership 
Understand different 
leadership styles used in 
retail businesses and when 
to use them effectively to 
motivate and inspire the 
team to do their best 

LE1 Leadership styles 
LE2 Theories of motivation 
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The apprentice will Criteria covered in the written exam 

Marketing 
Know the key factors 
influencing a marketing plan 
such as product launch and 
life cycle, pricing, discount 
and special offers and ways 
of marketing via physical and 
other media. Understand 
how own business has 
formed marketing plan and 
how own role can best utilise 
marketing strategies to 
address demand throughout 
the retail calendar 

 

MA1 Online, print and in person marketing methods 
used in the retail industry, including the 
comparative benefits and limitations 

MA2 Product launch/product life cycle 
MA3 Principles of price based marketing (sales, 

discounting, special offers) 
MA4 How marketing strategies link to the retail sales 

calendar  

 

The apprentice will Criteria covered in the written exam 

Communications 
Understand how to 
communicate and cascade 
information effectively at all 
levels and to a diverse 
audience. Know how to 
identify the information 
required for decision making, 
how it should be gathered 
and reported internally and 
externally 

CO1 The variety of methods of communication 
available and how to use these effectively 
depending on the situation and audience  

CO2 Verbal/non-verbal/written, face to face, on-line, 
via telephone, brand standard/corporate image 

CO3 How to establish the needs of individuals (team 
members and customers) 

CO4 Principles of active listening 
CO5 The importance of giving constructive feedback 

and acting on feedback received 

 

The apprentice will Criteria covered in the written exam 

Merchandising 
Understand key features of 
merchandising and how 
these link with the business’ 
merchandising plan to 
achieve sales targets. Know 
the particular requirements 
of related activities such as 
seasonal peaks and troughs 
over the retail calendar year 

ME1 Key principles of merchandising, including their 
impact on the retail calendar 

ME2 How local and national trends and requirements 
can influence merchandising 

ME3 The importance of following merchandising plans 
ME4 How online and in store promotions differ and can 

be used as part of a coherent merchandising 
strategy 

 



 

RM 1.3 6   
 

The apprentice will Criteria covered in the written exam 

Stock 
Understand how to manage 
an effective stock control 
system; recognise the 
financial implications to the 
business and own 
responsibility to manage 
stock to meet sales targets, 
marketing activities and 
business objectives 

 

ST1 The principles of managing an effective stock 
control system  

ST2 The financial and operational implications of 
effective/ineffective stock control  

ST3 Correct storage conditions for a range of stock 
ST4 The costs/benefits or manual and automated 

stock ordering systems 
ST5 Legal requirements relating to stock control, 

movement and sale (e.g. age restricted, fireworks) 

 

The apprentice will Criteria covered in the written exam 

    Developing self and others 
Identify a variety of ways to 
inspire and motivate team 
members, how to positively 
influence their approach to 
work and how to pass on 
knowledge and experience. 
Understand the importance 
of, and process for, ensuring 
team members’ and own 
development 

DS1 Training needs analysis 
DS2 The learning and development cycle 
DS3 The importance of feedback 
DS4 Learning styles 
DS5 Training plan design 

 

The apprentice will Criteria covered in the written exam 

Team performance 
Know how to recruit, retain 
and develop the right people 
for the right roles. Know the 
key theories of performance 
management and how to 
apply them to retail teams 
using own organisation’s 
tools and protocols to 
support them 

 

TP1 The principles and legal requirements for 
recruitment and selection 

TP2 Factors that impact on retention of staff 
TP3 The principles of an effective performance 

management system  

 



 

RM 1.3 7   
 

The apprentice will Criteria covered in the written exam 

Legal and governance 
Understand environmental, 
legislative, corporate, data 
protection and social 
responsibilities relating to 
retail businesses 

 

LG1 Legal requirements relating to managing a range 
of retail operations 

LG2 Health and safety 
LG3 Trading standards 
LG4 Data protection 
LG5 Corporate and social responsibility  

 
The apprentice will Criteria covered in the written exam 

Sales and promotion 
Understand how to set sales 
targets that are challenging 
but realistic and how to lead 
team members to achieve 
sales targets, maximising 
opportunities and reducing 
potential threats to sales 
across the retail calendar 

 

SP1 Principles of setting team and individual sales 
targets 

SP2 Data analysis 
SP3 Threats to sales targets 
SP4 Principles of the retail calendar 

 
The apprentice will Criteria covered in the written exam 

Brand reputation 
Understand the importance 
of upholding brand 
reputation, how brand 
reputation can become 
compromised and the impact 
on the business, and how 
threats can be managed. 
Identify the impact of social 
media on the industry and 
how it is used in own 
organisation 

 

BR1 Principles of brand reputation 
BR2 Importance of adhering to brand standards, 

branding and messaging 
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Level 4 Retail Manager 
 

EPA-Kit 

 

 

Assessing the Retail Business 
Project 

 

 

 

• The Retail Business Project– Guidance 

• The Retail Business Project – Criteria 
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The Retail Business Project – Guidance 
 

The end-point assessment plan states that the retail business project must look at opportunities 
and challenges, incorporate new ideas and must lead to a coherent plan which would be 
appropriate for the business. It must match the organisation’s objectives, identify measurable 
improvements and make recommendations for implementation. The project should not focus on 
an immediate problem, opportunity or idea but look from a strategic, medium term perspective.  

Before the assessment 

The project should be identified by the apprentice and discussed first with the line manager and 
the on-programme assessor at least one month prior to the readiness for independent end 
assessment. This allows time for the apprentice to prepare a two-page maximum synopsis of their 
proposed project which they are required to being to the independent end assessment planning 
meeting. The independent end assessor and employer representative will then determine whether 
the proposed project has the potential to meet the criteria of the retail business project.  

The project will contain: 

• Introduction and background 

• Outline of challenge or opportunity 

• Aims and objectives 

• Identification of measurable improvements and benefits to the organisation 

• Evidence of consultation and engagement of stakeholders 
• Analysis of costs and commercial context 

• Legislative requirements explained and adhered to 

• Evidence of effective research 

• Justified recommendations for implementation 

• Proposed timeframes for implementation 

Once the project proposal has been approved by the end point assessor, the apprentice will be 
required to undertake their project, which must be presented to the end point assessor within the 
four-month end point assessment period. 
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Employers/training providers should: 

• ensure the apprentice knows the date, time and location of the presentation 

• brief the apprentice on the activities to be carried out and the duration of the presentation 
(30 minutes) 

• ensure the apprentice knows which assessment criteria will be assessed (outlined on the 
following pages) 

• encourage the apprentice to reflect on their experience and learning on-programme to 
understand what is required to meet the standard 

• be prepared to provide clarification to the apprentice, and signpost them to relevant parts 
of their on-programme experience in preparation for their assessment 

The apprentice is required to provide supporting evidence to show that they have completed each 
of the underpinning activities to lead them to the recommendations presented to the end-point 
assessor. The presentation time is not in itself sufficient to cover the full requirements, so 
apprentices must also supply the supporting information to evidence the process undertaken, 
which must be with the end-point assessor no less than five working days prior to the presentation. 
The business project should be submitted via Dropbox, in either PDF or Word format. There is no 
stipulated word count, however the Highfield guide is to complete between 2000-5000 words. The 
end-point assessor will mark this alongside the presentation given to provide the outcome of the 
assessment activity. Apprentices are free to present this information in whichever way they feel is 
most appropriate, for example in a business report, but must include details of how and what 
research was undertaken, costings and how the legal implications have been considered.  

 
Apprentices will be marked against the pass and distinction criteria included in the table on the 
following page. Apprentices meeting all pass criteria will be awarded a pass, if all pass and all 
distinction criteria are met, then the result will be a distinction. 
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Business Project Criteria  
  
The following pages include the criteria that must be covered by the business project. 
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Retail Business Project 
To pass, the following must be evidenced To gain a distinction 

BP1 Give a general introduction and background to the retail 
business, including how this related to the wider 
organisation, local and national environment 

BP2 Outline the problem, challenge or opportunity identified 
BP3 State the aims and objectives of the project 
BP4 Identify how the potential changes would lead to 

measurable improvements and benefits to the retail 
business 

BP5 Consult relevant stakeholders (e.g. customers, team 
members, managers) to inform the results and 
recommendations 

BP6 Provide a detailed analysis of costs associated with the 
proposed recommendations 

BP7 Identify applicable local and national legislation and 
ensure the proposal complies 

BP8 Provide research methodology to demonstrate a logical, 
coherent approach 

BP9 Make clear recommendations for implementation 
BP10 Concise validation and justification of recommendations 

BP11 Give a detailed introduction and background of the retail 
business, wider organisations, local and national 
environments, including on-line considerations 

BP12 Outline the current situation which has led to the 
identification of a challenge or opportunity 

BP13 Provide detailed aims and objectives for the project, linking 
to the current situation 

BP14 Identification of measurable improvements and benefits to 
the organisation 

BP15 Provide evidence of wide consultation with a range of 
stakeholders and show how responses have been 
effectively evaluated and their content considered and 
included in the recommendation 

BP16 A thorough analysis of costs and benefits of the 
recommendations in the short, medium and long term 

BP17 Critically analyse the project to ensure it meets 
organisational and legal requirements 

BP18 Effectively design and use a research methodology using 
qualitative and quantitative research to its best effect 

BP19 Detailed recommendations for implementation 
BP20 Comprehensive link from the project into the medium term 

strategy of the retail business 
BP21 Detailed validation and justification of recommendations 
BP22 Proposed timeframes for implementation 
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Development of the business plan development 

Pass criteria Distinction criteria 
Introduction and background 
BP1. Give a general introduction and background to the retail 

business, including how this relates to the wider organisation, 
local and national environment 

 

BP11. Give a detailed introduction and background of the retail 
business, wider organisations, local and national 
environments, including on-line considerations 

An outline of the challenge or opportunity 
BP2. Outline the problem, challenge or opportunity identified BP12. Outline the current situation which has led to the 

identification of a challenge or opportunity 
Aims and Objectives 

BP3. State the aims and objectives of the project  BP13. Provide detailed aims and objectives for the project, linking 
to the current situation 

Evidence of consultation and engagement of stakeholders 
BP5. Consult relevant stakeholders (e.g. customers, team members, 

managers) to inform the results and recommendations  
BP15. Provide evidence of wide consultation and show how 

responses have been effectively evaluated and their content 
considered and included in the recommendation 

Evidence of effective research 

BP8. Provide research methodology to demonstrate a logical, 
coherent approach 

BP18 Effectively design and use a research methodology using 
qualitative and quantitative research to its best effect 
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Legislative requirements that have been explained and adhered to 

BP7. Identify applicable local and national legislation and ensure the 
proposal complies  

BP17. Critically analyse the project to ensure it meets 
organisational and legal requirements 

An analysis of costs and commercial content & proposed timeframe for implementation 
BP6. Provide a detailed analysis of costs associated with the proposed 

recommendations 
 

BP22. Proposed timeframes for implementation 
BP16. A thorough analysis of costs and benefits of the 

recommendations in the short, medium and long term 
Identification of measurable improvements and benefits to the organization 
BP4. Identify how the potential changes would lead to measurable 

improvements and benefits to the retail business 
BP14. Identification of measurable improvements and benefits to 

the organization 
BP20. Provide a comprehensive link from the project into the 

medium term strategy of the retail business 
Justified recommendations for implementation 
BP9. Make clear recommendations for implementation BP19. Detailed recommendations for implementation  

Conclusion and Recommendations 
BP10. Concise validation and justification of recommendation 

 
BP21. Detailed validation and justification of recommendations 
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Assessing the Professional 
Discussion 

 

 

 

• The Professional Discussion – Guidance  
• The Professional Discussion – Mock Assessment 

• The Professional Discussion – Criteria  
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The Professional Discussion - Guidance 
 

The end-point assessment plan states that the professional discussion will be a structured 
discussion between the apprentice and the end-point assessor. The employer may be present 
to support, but not lead, the apprentice and to confirm information, at the assessor’s request.  

 The employer will not be allowed to add any further information or examples to what the 
apprentice has stated or lead them in any way. Highfield would encourage the 
employer/training provider and the apprentice to plan for the professional discussion and 
consider what resources they may bring with them to support them during their professional 
discussion. This must be their own work and will only be used to support their discussion.  

The professional discussion will need to take place in a suitable environment and should last 
for 1 hour. The discussion will be against the set criteria that are outlined in the following 
pages and will be appropriately structured to draw out the best of the apprentice’s energy, 
enthusiasm, competence and excellence. It should take place after the retail business project 
has been completed, to establish the apprentice’s understanding and application of the 
remaining knowledge, skills and behaviours.  

The purpose of the professional discussion is to clarify any questions the end-point assessor 
has for specified standards: 

• confirm and validate judgements about the quality of work 
• explore aspects of the work, including how it was carried out, in more detail 
• discuss how the apprentice would behave in specific scenarios, should they not have 

occurred within the practical observation 
• ask questions in relation to personal development and reflection 
• provide a basis for the end-point assessor to make a decision about the grade to be 

awarded 
 
The end-point assessor conducting the professional discussion should normally be the same 
person who assessed the retail business project. The professional discussion will recognise 
areas which have already been covered in the retail business project so as not to re-assess an 
area in which the apprentice has already demonstrated competence.  
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Before the assessment: 

Employers/training providers should: 

• plan the professional discussion to allow the apprentice the opportunity to 
demonstrate each of the required standards  

• ensure the apprentice knows the date, time and location of the assessment 
• ensure the apprentice knows which retail manager criteria will be assessed (outlined 

on the following pages) 
• encourage the apprentice to reflect on their experience and learning on-programme 

to understand what is required to meet the standard 
• be prepared to provide clarification to the apprentice, and signpost them to relevant 

parts of their on-programme experience as preparation for this assessment 
 

It is suggested that a mock assessment is carried out by the apprentice in advance of the end-
point assessment with the training provider/employer giving feedback on any areas for 
improvement. 
 
Apprentices will be marked against the pass and distinction criteria included in the tables on 
the following pages. Apprentices meeting all pass criteria will be awarded a pass, and if all of 
the distinction criteria are also met the result will be a distinction. 
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Professional Discussion – Mock Assessment 
 

It is the employer/training provider’s responsibility to prepare apprentices for their end-point 
assessment, and Highfield recommend that they experience a mock professional discussion 
in preparation for the real thing. The most appropriate form of mock assessment will depend 
on the apprentice’s setting and the resources available at the time. In designing a mock 
assessment, the employer/training provider should consider the following elements in their 
planning: 

• the participation of other personnel to play the parts of customers and team members 
o it is strongly recommended that the mock professional discussion has been 

practiced beforehand and all personnel involved are properly briefed on their 
roles 

o the roles should provide the opportunity for the apprentice to demonstrate 
both the “pass” level and the “distinction” level criteria 

• a 1-hour time slot should be available for the complete professional discussion, if it is 
intended to be a complete mock assessment covering all relevant standards, however 
this time may be split up to allow for progressive learning  

• consider an audio recording of the mock, and to allow the mock to be observed by 
other apprentices, especially if it is not practicable for the employer/training provider 
to carry out a separate mock assessment with each apprentice 

• ensure that the apprentice’s performance is assessed by a competent 
trainer/assessor, and that feedback is shared with the apprentice, to complete the 
learning experience. The mock assessment document sheets later in this guide may 
be used for this purpose 

• structured ‘open’ questions should be used as part of the professional discussion 
which do not lead the candidate, but allows them to express their knowledge in a calm 
and comfortable manner, some examples of this may include the following: 

o Business 
§ Does your company have a mission statement? 
§ What does the mission statement mean to you? 

o Stock 
§ How often is stock delivered to this store? 
§ How does it arrive? 

o Customer 
§ How could you ensure that each customer has a positive experience 

within this store? 
§ Describe your typical customer 
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Professional Discussion Criteria 
 

Throughout the 1-hour professional discussion, the assessor will review the apprentice’s 
competence in all of the pass criteria outlined below as a minimum, therefore apprentices 
should prepare for the professional discussion by considering how the criteria can be met. 
The apprentice can only achieve a distinction by covering all of the distinction criteria, 
which is outlined in the distinction column
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Professional Discussion 
To pass, the following must be evidenced To gain a distinction 

PD1 Explain why it is essential to instil the importance of 
following procedures to staff 

PD2 Provide examples of how staff are managed effectively, 
including motivation and development of teams and 
individual staff members 

PD3 Provide an overview of how the retail operation meets 
the needs of the business 

PD4 Provide reasoned examples of how the operation 
operates efficiently 

PD5 Explain the importance of keeping up to date with current 
industry trends and provide examples of how this has 
been achieved 

PD6 Provide evidence to show they have been part of the 
budgeting and cost control in the organisation 

PD7 Describe how the retail operation meets legislative and 
regulatory needs 

PD8 Provide an effective evaluation of own performance, 
including behaviours, identifying where opportunities for 
improvement have been taken and results thereof 
evaluated 

PD9 Demonstrate how feedback has been sought from 
managers and customers and how this has been 
effectively dealt with 

PD10 Explains how effective retail management and contingency 
planning have been developed and implemented and how 
this has decreased vehicle down time and increased overall 
departmental performance 

PD11 Describe how recommendations for the improvement of 
quality, cost, value or efficiency have been made and 
implemented in the organisation 

PD12 Demonstrates staff engagement, motivation, performance 
management and how this has led to increased 
performance 

PD13 Demonstrate how a proactive approach to risk management 
has been implemented, including proactively educating and 
monitoring staff on health and safety and risk matters 
beyond the legislative minimum 

PD14 Provide examples of when improvement activities have 
been actively sought to develop own performance to raise 
standards in sales, promotions, team performance and 
customer service 

PD15 Provides mentorship to team members with measurable 
improvements to the performance of individuals and the 
team 

PD16 Proactively invite feedback from all stakeholders and use 
this to develop and implement measurable improvements 
in performance of self and team 
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1a

2a

1

2

Your company is about to launch a new product in your department, in stores and online.  (For this question you may 
choose a product type/ category that you are familiar with and relate your answers to that product)

Compare and contrast the benefits for each of these channels. Include one benefit that relates to both channels 
working together.

(5 marks)

1b

2b

Which aspects of the retail calendar should you consider in planning the launch date, with reference to each 
sales channel and competitor activity?

(2 marks)

1c

The products in your department are at different stages in their product life cycle. Outline the stages of the 
product life cycle and explain how you would choose which product(s) to discontinue, relating your answer  
to the product life cycle.

(2 marks)

You have recently joined a new national retail company and have been asked to devise a retail calendar covering 
national and local promotions.

Describe how you would complete the retail calendar. 

(2 marks)

In addition, you are asked to improve in-store implementation of promotions across your stores in the UK.

A major Sales event is planned for the chain. Describe two ways of implementing visual merchandising plans  
to provide maximum impact. 

(4 marks)



Highfield Assessment

23 May 2019 EPA-RetM Mock Written Exam 1 © 2019 HABC

Page 3

3a

4a

3

4

3b

4b

You are the manager of a large department and have been assigned a new Apprentice.  As such you need to produce 
a PDP (personal development plan) that not only meets the needs of the business, getting him up to speed in the 
department, but also details any developmental requirements that he may require. 

Identify three appropriate goals for the apprentice’s PDP and the key criteria for measuring progress on each 
one.  Include one goal focussed on developing the ‘whole’ person to be ready for a full time Sales Associate role 
in the business. 

(3 marks) 

Identify three different learning styles and for each, describe a development activity designed to achieve a 
development goal that may be found in a PDP (you may include all, or some of the goals you have chosen in 1a) 

(3 marks)

You have just joined a new retail company and after reviewing HR reports you are concerned that the level of staff 
turnover is high. 

Identify 3 probable causes of the high level of staff turnover, indicating how each might be a factor.

(3 marks) 

You are recruiting new team members.  State one legal and two ‘best practice’ requirements/guidelines that you 
should follow in order to ensure that the right people are employed and initially supported in their career with 
your company.  For each requirement/guideline, outline its purpose.

(3 marks)
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5a

6a

5

6

5b

6b

As a manager with a quality retailer one of your responsibilities is to ensure that new members of your team are fully 
trained, not only in key company rules, but also the legislation that underpins them. 

Compare and contrast your company’s actual rules with relevant legislation within the following scenarios (for the 
purpose of this question the item must be a goods, not digital content, or services) 

You have recently taken over as manager of a new general merchandise store and are keen to maximise sales, 
especially as time is moving quickly towards the first sales peak of November 5th Bonfire night.  To undertake this, you 
need to liaise and support the Buying/Merchandising team in ensuring that your store has enough of the right type of 
stock to maximise sales potential.

A customer returning an item to a store that is confirmed as faulty after 2 months and demanding a refund

(4 marks)

Explain three pieces of information/data you would use to assess sales potential this year and to influence the 
buying and merchandising team to ensure sufficient stock levels for this promotion to maximise sales? 

(3 marks)

Use of customers’ data gathered in the company’s online summer draw competition for a Christmas mailing list. 

(3 marks)

Is a basic automated stock replenishment system suitable for this promotion?  Give reasons for your answer. 

(3 marks)
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7a

7

7b

7c

Your manager has asked you to present some financial information to a new group of trainee managers.  
She would like you to:

Write a description of four financial KPIs (key performance indicators) that your company regularly uses and how 
two of these KPIs help your business operate commercially.

(8 marks)

Explain the difference between the sales figure (£) and the profit margin (%).

Give an example of how a shop can have a higher monthly sales figure yet be less profitable than a similar shop 
that takes less money during that month.  Give illustrative figures to support your explanation/answer.

(6 marks)

Write a description of the key factors involved when preparing next year’s sales budget/ plan. Include an 
explanation of how forecasting is different from budgeting, and the purpose of forecasting. 

 (6 marks)



Highfield Assessment

23 May 2019 EPA-RetM Mock Written Exam 1 © 2019 HABC

Page 6

8a

8

8b

8c

You have been promoted to become the manager of the company’s flag ship store and are determined to 
communicate a good impression, both to the store team and the variety of head office visitors.  

You are considering your first communication with the team at the store.  Describe the method(s) you would use 
to introduce yourself, giving reasons for your choices, and identify three key messages you would communicate 
in order to make your start successful.

(8 marks)

You have been advised that the company’s new Managing Director (MD) will be coming to your store to formally 
welcome you and discuss plans for the future. In this meeting, as well as, undertaking a walk round the store, she 
would like to give you half an hour in private to discuss any matters of your choice. 

Describe your approach to planning the half hour meeting with the MD, focussing on two types of 
communication you would use in the meeting with the MD and why you have chosen them. Describe how you 
know it had been a successful meeting. 

(6 marks)

Your natural leadership style is a coaching and people-oriented style.

You have been advised by Head Office that the store has an extremely serious stock loss problem.  The issue is 
compounded by the last security audit highlighting lack of staff awareness of correct stock control procedures 
and you are required to take immediate remedial action. 

Describe how your leadership style will be of benefit when dealing with this issue.  Describe two aspects of 
another leadership style that you could adopt, identifying what benefits they bring when dealing with this 
specific issue

 (6 marks)

----------------------------------------------------------------     END OF TEST     ----------------------------------------------------------------
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EPA-RetM Mock Written Exam 1 Mark Scheme 

Important information for Centres: 

• A mark scheme for an open-response exam is kept under constant review and is updated 
by the chief examiner as and when markers find alternative acceptable answers that 
should be included 

• For all questions, alternative correct answers will be accepted and awarded marks 

Q1 Answer Max Marks 

1a Benefits of store channel:  
• Customers can see and touch (try on) the actual product  
• the customer instantly knows if the item fits (less returns-

costs) 
• customers can ask for help from an assistant  
• shopping can be a social event  
• the customer target market maybe be mature and not 

inclined to shop online 
• Hybrid channels, such as click and collect 

 
1 mark for each correct answer, up to 2 marks 
 
Benefits of online channel: 

• less stock (cost) needed as it will be in distribution centres 
as opposed to 10’s or 100’s of stores. 

• ability to offer a wider variety (range/ colours) to the public 
across the whole market and not just across key flagship 
stores.  

• 24/7 shopping opportunity for sales. 
• instantaneous purchase potential from social media 

marketing. 
• significantly reduced costs of rent, rates, staff, from store 

channel option.  
 
1 mark for each correct answer, up to 2 marks 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

2 

 

 

 

 

 

 

 

 

 

2 
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Benefits of hybrid channels- 
• less stock holding in stores, but still able to offer customers 

full range (i.e. long & short sizes online only) while 
customers can view regular range in store to see exact 
colour and style 

• store collection may be easier for customers where no one 
is at home to sign for product delivery after ordering on-
line.  

 

 

 

 

 

1 

1b Aspects of the Retail Calendar to consider 

• explanation of retail calendar 

• understanding & comparison of launching in seasonal peaks 
and if this would be beneficial, or not? (i.e. the product may 
get lost in an Xmas launch OR it might be beneficial) 

• Likewise launching when a competitor holds a regular key 
promotion or is known to be launching a key product, may 
diminish the product launch 

• Would it be beneficial to launch one channel at a time (i.e. 
to online loyalty customers first and then in store)? 

• how the above might impact upon sales channel choice? 

 

1 mark for each correct answer showing rationale for above 
considerations 

 

 

 

 

 

 

 

 

 

 

 

2 

1c Decision making to clear specific product lines based upon product 
life cycle, overlaid to other criteria 

• showing understanding of product life cycle (product 
development- introduction- growth – maturity- saturation- 
decline. NB. Different publications state 4, 5, or 6 stages. 
The learner should not be penalised for stating 4, 5 or 6 
items. The key factor is showing the aging process. 

• detailing why a product is in the mature stage to include – 
slowing demand, high competition, squeezed margins, 
changing customer needs.  

1 mark each correct answer, up to 2 marks  

 

 

 

 

 

 

 

2 
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Q2 Answer Max Marks 
2a Retail calendar— 

 
• enter the key public holidays such as Christmas, 

Easter and items such as Valentines and back to 
school etc.   This is a PRIORTY as these dates cannot 
be moved 

• Then enter any local events – i.e. town celebrations—these 
are likely to be less significant, but they too cannot be 
moved 

• Then factor in product releases and new ranges. These 
maybe in the above events if they complement them, or 
they may be outside of these so that their launch is not 
diluted.  

•  Lastly look for any remaining times dates that it is felt 
require marketing support.  

 
Up to 2 marks for a detailed chronological rationale 

       
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2 
 

2b  Pre implementation – 
• clear instructions sent in a timely manner with key 

dates / timings for receipt of graphics, stock, 
markdowns and staffing budget 

• clear definition of IMPACT (crucial in Sale) and how 
this is best achieved.  

• check to ensure that all stores have graphics and 
what to do if they don’t before start of promotion 
and in good time to fix 

• communication list for if stock has not arrived on 
time within critical path 

• for key promotions that senior staff will be in store 
to ensure smooth running/ execution 

• staff incentive set up for execution of promotion 
(impact) and / or sales achievement.  

• Use company social media to share best practice  
 

At implementation 
• Have a check list of implementations that ensures key 

impact 
• Area/ Regional managers required to visit stores day prior, 

or at start of promotion prioritizing key stores. All stores to 
be seen in a short period of time 
 

• Asking for photos of the promotion to be e-mailed into 
Head office / Area manager not only to check impact but 
also to share best practice.  
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• Use company social media to share best practice  
 
1 mark each for each correct answer (from either part above) up to 
a maximum of 4 
 

 
 

4 
      

 

Q3 Answer Max Marks 
3a  

• Suggested goals work specific – till, delivery, customer 
service, visual merchandising, replenishment, wastage, 
general induction. This is not an exhaustive list, but it 
should be directly relative to store working. 
 

• Suggested goals, personal development – confidence, time 
keeping, appearance, written work, detail focus, 
communication. This is not an exhaustive list, but it should 
be directly relative to store working. 

 
 
1 mark for appropriate goals.   
 
2 marks for at least one holistic goal developing the ‘whole’ person 
with reasoning  
 

       
 

 
 
 
 
 
 
 
 
 
 
 
 

3 

3b  Learning styles – 
• Visual -- pictures, images (coaching in this style is 

acceptable to use)  
• Logical—reasoning, systems  
• Aural—sound and music 
• Physical (kinesthetic) – Using body hands, sense of 

touch 
• Verbal (linguistic)  
• Social – learning in groups 
• Solitary – working alone/ self-study 

 
 
1 mark per correct item mapped to a PDP goal, with a maximum of 
3  

 
 
 
 
 
 
 
 
 
 
 
 

3 
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Q4 Answer Max Marks 
4a Factors of high attrition- 

• lack of ‘motivators’ 
• ‘hygiene’ factors – compensation items not being offered 

that competitors, or the industry does  
• poor morale 
• being overworked 
• new competitor offering better salaries 
• change management not being handled effectively 
• lack of vision by the business and, or, how the employees fit 

into it.  
• Culture- not defined, actual not aligned to stated 
• lack of recognition 
• poor constantly changing goal priorities 
• lack of empowerment 

 
1 mark for each correct answer showing potential reasons as well 
to a maximum of 3 
 
 

       
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3 

4b  Recruitment legal & best practice- 
 

•  complying with the Discrimination and Equality Act 
2010—the 9 protected characteristics  

• best practice in interviews of evidence supporting 
decision making.  

• competency based interviews that will ensure that 
the new starter will work well within the culture of 
the organisation. 

• ensuring there is a planned, effective induction 
process covering all aspects of the business and 
KPI’s.  

• appropriate coaching, mentoring and support to get 
the new person up to speed.  

 
1 mark for each correct answer with reasons given to a maximum 
of 3  
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3 
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Q5 Answer Max Marks 
5a Consumer Rights Act 2015 – 

• the customer may demand a refund (reject the goods) if 
they are faulty within the first 30 days 

• if the product is faulty after 30 days the retailer may legally 
offer a repair, or a replacement.  

 
As the customer is demanding a refund and it is outside 30 days 
legally, they are not entitled to one. The learners need to state this 
in the answer and provide solid rationale as to what his/her 
company provides in this situation that will likely be better for the 
customer.  
 
1 mark for detailing correct legal information including the ACT 
AND the detail that it is outside the 30-day limit 
 
Up to 2 marks for structured comparison to own company rules 

       
1 

 
 
 
 
 
 
 
 
 
 

1 
 
 

2 
 

 5b   
 GDPR (General Data Protection Regulation) ACT from 25 May 2018  

 
• This requires double opt in 
• Provides the right to be forgotten  
• Customers can request information held on them  
• Data can only be used for that purpose that it has been 

authorised for and not by third parties unless specifically 
authorised  

 
 
1 mark for stating Act and the basics that it covers 
 
Maximum of 2 marks for accurately comparing to company policy. 
The learner may answer that it is not possible to use the data for 
the Xmas promotion as the customer did not authorise this. 
However, if the learner states that within the summer draw there 
is an explicit condition to use the customers data for other 
promotions and therefore, they have in fact agreed to their data 
being used for Xmas then this is also correct. 

 

 
 
 
 
 
 
 
 
 
 
 

1 
  
 
 
 
 
 

2 
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Q6 Answer Max Marks 
6a To plan for sufficient stock, consideration should be made of the 

following — 
• sales last year total 
• sales last year to plan(budget) / forecast 
• sales last year by firework category 
• sales trends last few years 
• sales forecast this year 
• competitors this year and last.  
• local firework events and if they took place last year 
• items that sold out last year and did not reach full potential 

i.e. what is their full potential? 
• OTB (open to buy) / money/ credit available to purchase 

product.   
• Impact on other non-event stock items if monies are used 

for fireworks 
 

1 mark for each correct answer, with reasoning, to a 
maximum of 3— 

       
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3 
 

 
6b 

Key to this answer is the learner understanding that a ‘basic’ 
automated stock replenishment system will just replace stock sold 
with stock replenished, one for one. 
 

• The benefits of this are automated picks replenish to set 
targets. Lower manpower and time to action replenishment 
orders.  

 
• The reason why this would not be suitable for the Bon Fire 

promotion is the ramp up to max sales will build 
exponentially and therefore replenishment will not keep up 
with demand.  

 
• This is particularly true if stock is only delivered once, or 

twice a week.  
 

• Immediately after the event demand will fall off a cliff and 
therefore sales being replenished at peak will arrive after 
they are needed 

 
Up to 3 marks for a detailed rational answer covering the above 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

3 
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Q7 Answer Max Marks 
7a KPI’s may include, but are not limited to: 

• wage cost % 
• man hours (including any productivity calc—sales divided 

by man hours) 
• sales per-- sq. foot, metre, linear foot 
• stock loss % (sometimes referred to as audits/ shrinkage) –

expressed as % (£’s loss to sales)  
• wastage—either markdowns, or write offs 
• cash discrepancies on tills 
• liquidation %—sell through of stock 
• add –on sale KPI’s e.g. shoe care, insoles 
• rate of stock turn (RST) 
• margin % (retail price minus cost price expressed as % of 

retail price) or cash margin  
• contribution—a stores net profit, before apportioned 

central costs are deducted 
• weeks cover—stock. Store stock divided by average sales 
• ROCE (return on capital investment)  

 
The learner may have different KPI’s in their business, but they 
need to clearly demonstrate commercial imperative  
 
1 mark for each correct answer, up to 4 marks 

       
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

4 
 
 

 How KPI’s are used in retail businesses:  
• wage cost %-- managing wage costs 
• man hours --- managing wage costs 
• sales per-- sq. foot, metre, linear foot, metre- commercial 

space management  
• stock loss % (sometimes referred to as audits) – reducing 

shrinkage costs 
• wastage—reducing costs, sell through at best price possible 
• cash discrepancies on tills—lowering loss 
• liquidation %—sell through of stock—how ‘hot’ a product is 

and analysing if there is enough stock  
• add –on sale KPI’s e.g. shoe care, insoles—additional sales 
• rate of stock turn (RST)- how quickly the stock is sold, 

affecting stock holding and cash flow 
• margin— understanding which products provide the best 

profit  
• contribution—If a store is hitting the required % gross profit 
• weeks cover—stock. Formulae used to decide if stock levels 

are correct to sales 
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• ROCE (return on capital investment) –typically used to see if 
a new store, or project is variable. The project will be 
required to hit the companies % return rate 
 

2 mark each for the 2 chosen KPI’s, up to 4 marks 
 
 

 
 
 
 

4 
 

 

7b Sales versus profit margin: 
 

• Sales = amount of money received for goods sold (1 mark) 
• Profit/margin = (amount of money received from sales) 

minus (cost of goods) divided by (amount of money 
received from sales), then multiplied by 100 to get a 
percentage (2 marks for complete answer, 1 mark for 
partially correct) 

Example of two similar shops: 
 
Shoe shop A takes £30000, and cost of good is £15000, therefore 
Sales = £300000, and profits margin = 50% 
 
Shoe shop B takes £20000 and cost of goods is £5000, therefore 
Sales = £20000 and profit margin = 75% 
 
Full, and correct example – 3 marks 
 
2 marks – correct calculation of profit margin for one shop, plus 
statement of what the sales figure is, plus inclusion of a second 
shop with a different sales figure 
 
1 mark – correct calculation of profit margin for one shop 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

6 
 

7c How to undertake yearly sales plan (budget): 
NB in this question the use of the term budget and plan are inter 
changeable. 
 

• based on last year actuals 
• use company growth goal % 
• macro trends (i.e. growth of online sales)  
• consider competition 
• build top down and/ or bottom down 

 
3 mark for mentioning 2 of the above, maximum 3  
 
 

 
 
 
 
 
 
 
 
 
 

3 
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Forecasting versus budget: 
 

• forecasting is used after a plan has been set 
• forecasting is mainly weekly, monthly, quarterly, or to year 

end. i.e. it is used to see how the business will end the 
financial period 

• forecasting can be amended. Sales plans are fixed once set. 
• the purpose of forecasting is to determine how the business 

will end the week, month, quarter or year.  
• forecasting may also be used to determine the variance the 

business will achieve from plan (budget)  
 

1 mark for detailing what a forecast is and up to 2 additional marks 
for detailing its’ variance to budget/ plan 
 

 
 
 
 
 
 
 
 
 
 
 
 

3 

 
Q8 Answer Max marks 
8a Crucial is creating an appropriate initial impression.  

 
This can be best achieved by— 

• holding a team meeting (sometimes referred to as ‘Town 
Hall’ meetings)  

• it may be necessary to hold several meetings due to 
business requirements, or locations of the team 

• sending out an e-mail/ memo introducing yourself 
• an acceptable answer is going around each department, but 

this only scores 1 mark as it does not lend itself to the 
second part of the question.  

 
3 marks for detailing appropriate method of introduction 
  

Key items that new manager needs to get across to the team- 
• their background (qualifications (as in work history) for the 

role) 
• initial (i.e. first 100 days) goals  
• goals  
• values 
• management style  
• approachability—including Emotional Intelligence (EI/ EQ—

this can be stated either way in the same way as IQ) 
• vision  
• expectations  
• understanding/ ability to listen to issues/ problems 

 
1 mark per correct answer to a maximum of 5 

 
 
 
 
 
 
 
 
 
 
 
 

3 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

5 
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8b  
Communication with MD— 

• Verbal at time of visit  
• Listening 
• Active listening. To truly understand points made by visitor 
• Non-verbal- Body language employed to welcome visitor 

and engage her 
• Written – having a planned agenda. Or having agreed action 

points and notes confirmed in writing  
 
1 mark for each correct answer stated to a maximum of 3  
 
Rationale for getting the most from time with visitors includes— 

• solving a company issue 
• getting a problem solved in the store 
• quality feedback from store level on products, customers, 

or such like 
• more effective working between departments and/ or HO & 

stores 
• Relationship building 
• Action points committed to in writing.  
• Agreement to action something/ provide more 

information/ invitation to further meeting.  
 
1 mark for each correct answer with rationale to a maximum of 3 

 
 
 
 
 
 
 
 
 

 
3 

 
 
 
 
 
 
 
 
 
 
 
 
 

3 
 

8c  
Benefits of coaching and people-oriented style for dealing with this 
issue: 

• Your managers are more likely to open up to you about the 
nature of the problems 

• You are less likely to alienate team members 
•  

 
Up to 2 marks for benefits of this style of leadership 
 
There are 3 broad types of leadership styles that lend themselves 
to dealing with this urgent issue-  
 

• Autocratic- Given the urgency  
• Transactional  offering a clear chain of command 

and a carrot and stick approach 
• Bureaucratic- introducing high levels of regulation 

  
Up to 2 marks for identifying relevant characteristics of the above 
styles 

     
 
 
 
 
 
 
 

2 
 
 
 
 
 
 
 
 
 

2 
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Up to 2 marks for explanation of how these characteristics will help 
expedite the problem 
 
 

 
2 
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 Assessment Criteria Criteria 
Met 

PD1 Explain why it is essential to instil the importance of following procedures to staff   
PD2 Provide examples of how staff are managed effectively, including motivation and development of teams and individual staff  

members 
 

PD3 Provide an overview of how the retail operation meets the needs of the business   
PD4 Provide reasoned examples of how the operation operates efficiently  
PD5 Explain the importance of keeping up to date with current industry trends and provide examples of how this has been  

achieved 
 

PD6 Provide evidence to show they have been part of the budgeting and cost control in the organisation  
PD7 Describe how the retail operation meets legislative and regulatory needs  
PD8 Provide an effective evaluation of own performance, including behaviours, identifying where opportunities for improvement  

have been taken and results thereof evaluated 
 

PD9 Demonstrate how feedback has been sought from managers and customers and how this has been effectively dealt with  
PD10 Explains how effective retail management and contingency planning have been developed and implemented and how this has 

decreased vehicle down time 
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Assessment Criteria - (Distinction) 
PD11 Describe how recommendations for the improvement of quality, cost, value or efficiency have been made and implemented in the 

organisation 
 

PD12 Demonstrates staff engagement, motivation, performance management and how this has led to increased performance  
PD13 Demonstrate how a proactive approach to risk management has been implemented, including proactively educating and  

monitoring staff on health and safety and risk matters beyond the legislative minimum 
 

PD14 Provide examples of when improvement activities have been actively sought to develop own performance to raise standards  
in sales, promotions, team performance and customer service 

 

PD15 Provides mentorship to team members with measurable improvements to the performance of individuals and the team  
PD16 Proactively invite feedback from all stakeholders and use this to develop and implement measurable improvements in  

performance of self and team 
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