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Subtitle:

Online self-learning material

Retail Industry

Commodity display skills (Shop Operation)

Long & Kayi just completed their internship and were assigned to work in a retail shop today.  They walked towards the shop entrance from different directions.  Long tried to push the door and Kayi wanted to pull it at the same time.  They stared at each other.  Long smiled, pointed at the “PUSH” sign on the door and pushed it.  They entered the shop and introduced themselves to a shop assistant nearby.

Kayi: Hello!

Long: Hello!

Kayi: (rush to say) Hello!  I’ve just completed my internship.  I'm assigned to work here starting from today.  My name is Kayi.

Long: (stare at Kayi while she speaks, and follow suit to say) Me too.  My name is Long.

Shop assistant: Fine.  Our manager Mr. Ming is just away for a while. (Pass the company’s aprons to Long & Kayi) These are our aprons.  Please wait here after getting changed.

Kayi: OK.  Thanks!

Long: Thanks!

The shop assistant turned around and left.  Long and Kayi stared at each other with a reluctant smile.

Long: (monologue, look at Kayi from head to toe) In fact, we’re both newcomers.  Huh!  Only a young girl.  I won’t lose to you.

Kayi: (monologue, look at Long from head to toe) This small-eyed guy turns out to be a newcomer like me.  I must do better than him and give Mr. Ming a good impression!

The manager Mr. Ming came.  Kayi & Long immediately greeted him with a smile.

Kayi & Long: Good morning, sir.

Mr. Ming: Both of you are the newcomers?  Welcome aboard!

Mr. Ming led Kayi & Long towards the shelves with herbal tea, and pointed to the areas selling household products and stationery.

Mr. Ming: Let me brief you before the shop opens.  As you can see, products are all sorted by categories and are placed in corresponding areas.  Here's herbal tea, here are household products, and stationery is over there.  So that customers can find the products they want to buy easily.

Subtitle:

Sort and categorise products from customers’ point of view

Kayi: (point to the shelves with herbal tea) Mr. Ming, the products here are in a mess, may I try to tidy them up?

Mr. Ming: Sure, thank you!

Kayi: You’re welcome!

Subtitle:

Product display should be tidy, but not messy

Kayi approached the shelf with herbal tea and tidied up the products.  She explained that she was moving the products from the back to the front and placing the new stock at the back.

Kayi: The herbal tea in the front was bought and this area is left vacant.  We can apply the “First-In-First-Out” principle.  Move the products from the back to the front and place the new stock at the back.  In this way, the shelf will look full.  Done!

Subtitle:

· Apply “First-In-First-Out” principle for seasonal products and products with use-by / best-before dates

· Move products from the back to the front when products in the front was sold

Long picked up a piece of waste paper from the shelf and waved it in front of Kayi.

Long: (proudly) Ah!  Can’t you see this rubbish?  We should clean up the clutter on the shelf, and keep products clean, tidy and dust-free.

Subtitle:

Clean up the shelves regularly.  Keep products clean, tidy and dust-free

Kayi: (unwillingly) I’m sorry!

Mr. Ming: Never mind!  Sometimes making mistakes is inevitable at work.  We should help each other. (Kayi nods in response) Let me ask you.  What should we do before the shop is open?

Kayi: (rush to answer) Turn on the light?

Mr. Ming: (nod with a smile) Correct!  Apart from that, we should also turn on the music and aroma diffuser to create a comfortable atmosphere.

Subtitle:

Effective use of methods such as lighting, sound and scent to create a comfortable atmosphere

The audio equipment and aroma diffuser were turned on.  The diffuser was placed on the shelf.  Kayi attentively listened to Mr. Ming’s explanation, nodded and jotted down the points.  The spotlight in the cabinet was switched on to light up the products on the shelf.

Mr. Ming: Don’t forget to turn on the spotlights in the cabinets too.  Spotlights can enhance the effect of the display, making the products look more attractive.

Subtitle:

Use spotlights for recommended items to enhance the effect of the display

Mr. Ming led Kayi & Long towards an empty shelf stacked with a few notebooks on.  A carton box with notebooks and different kinds of stationeries laid on the floor beside the shelf.  Kayi got near the carton box, while Long stood in front of the shelf.

Mr. Ming: This one is our newly-introduced brand.  How can we display the products in a better way?

Long picked up the notebooks from the shelf, showing that they were in different colours and sizes.

Long: Um...  these notebooks come in different colours and in various sizes.  I think we should display them separately.

Subtitle:

Products in the same category but with different pattern, colour, material and size should be displayed separately

Kayi picked up a few notebooks in various colours from the carton box.  She walked to the shelf and displayed the products by the colour pattern of rainbow and by their main colour tone.

Kayi: Um...  these products have a wide variety of colours.  I think we can display them by the colour pattern of a rainbow and by their main colour tone.  Put the red ones near the entrance and the blue ones at the end.

Subtitle:

Display products by colour tone

Kayi: For products with the same colour tone, those in bright colour should be put in the front.  So, we should swap these two notebooks.

Kayi pointed at the two notebooks in red colour tone near the entrance and swapped them.  Mr. Ming and Long watched behind her.  Mr. Ming nodded with a smile of appreciation.

The containers decorated with pattern are displayed by their main colour tone, with the pattern facing the customers

Subtitle:

· Products with the same colour tone should be displayed by brightness from lightened to darkened value

· Products decorated with pattern should be displayed by their main colour tone, with the pattern facing the customers

Long quickly put down the notebooks in his hands and rushed towards the carton box beside the shelf.  He took out some pens and pen holders, arranging them on the shelf by category.

Long: In addition, related items like pens and pen holders should be put along the side, arranging by category.

Subtitle:

Display products by category, pattern, brand and other special feature

Mr. Ming: (nod with a smile of appreciation) It seems that both of you are well-prepared.  You’re right!  Please also remember when we’re displaying products in the same category, we should arrange them in vertical layout instead of horizontal one.  This will free up more space.

Subtitle:

When displaying products in the same category on multi-layer shelves, arrange products in vertical layout instead of horizontal one

The shelves in vertical and horizontal layouts

Kayi nodded and turned to Mr. Ming who pointed at the shelf with only a few notebooks displayed.  He explained that taking out one notebook from the shelf would leave the shelf empty.
Mr. Ming: In addition, we should not place only a small amount of products on the shelves. Imagine if we place only one notebook on the shelf, when it is sold, the shelf will be empty. (turn to Kayi and Long) Well, it’s your turn to help set up the display in this area, I’ll be back in half an hour.  OK?

Kayi: OK!

Mr. Ming turned around and left.  Long got more notebooks to fill up the shelf, while Kayi placed the “NEW ARRIVAL” stand next to the products.

Subtitle:

· Display sufficient quantity and variety of products.  Make good use of space

· New and discounted products should be highlighted on the shelves

· Adjust the inclination of products in the lower deck of shelves if feasible, to make them more eye-catching

Kayi carefully tilted the notebooks on the lower deck of the shelf.  Long turned on the spotlight and adjusted its angle.  Mr. Ming returned to check on their works.

Mr. Ming: Time’s up!  Let me see how well you’ve done! (nod with a smile of appreciation) Good job!  You've made use of spotlights to attract customers.  Just remember to swap products from time to time.  Otherwise, continuous exposure under spotlight will cause them to fade.

Long: Got it!

The notebook on the shelf was exposed to the spotlight continuously.  Mr. Ming tried to replace it with another one.

Subtitle:

Swap products from time to time to avoid fading caused by continuous exposure under spotlight

Suddenly, Mr. Ming picked up a price tag from a stand on the shelf and studied it carefully.

Mr. Ming: (angrily) This price tag shouldn’t be put here!

Kayi & Long: (point at each other) It’s not my fault!  He (She) did that!

Mr. Ming: (angry at both of them) Whoever put it in the wrong place, customers still think it's the company's fault! (replace with the correct price tag) In order to give a professional impression to our customers, make sure that all price tag stands are fixed in correct positions.  OK?

Subtitle:

Price tag stands should be fixed in correct positions for clear identification

Long: (feel sorry) Yes, Mr. Ming.

Kayi: (also feel sorry) Sorry, Mr. Ming.

Mr. Ming: (point at the other side of the shop) Let me give you both a mission.  We don’t have time to tidy up these areas earlier.  Now, each of you will be responsible to tidy up one of the areas.  And I’ll check your work afterwards.  Go!

Kayi & Long: (nod) Yes, sir!

Mr. Ming looked at the wrong price tag in his hand, shaking his head.

Kayi came to the apparel section of the shop.  After some observation, she nodded and decided to display the black & white clothes alternately by colours and sizes.  She finished the display and nodded with a smile of satisfaction.

Kayi: (VO) This series of products can be mixed and matched easily.  They are mainly in black and white.  We can display them in a piano keyboard layout, showing them alternately by colours and sizes.

Subtitle:

For series products and "mix and match" products, display alternately by colours and sizes

Long came to the shelf with household products such as pots and tumblers.  He arranged the products by the colour pattern of rainbow.  When completed, the shelf looked vibrant with products lining up like a rainbow.

Long: (VO) These products have a wide variety of colours.  It’s good to use “rainbow sorting method”, allowing the display to look more vibrant.

Subtitle:

· Use “rainbow sorting method” for displaying products with wide variety of colours and are vibrant in style

· Use “folding method” for displaying knitwear and casual wear

Kayi came to the casual wear section, folding the clothes neatly on the shelf.  She checked and arranged one stack of products according to their sizes.  Each stack contained no more than six pieces and sufficient space was left between two stacks.

Kayi: (VO) For casual wear, we can display the products by using “folding method”.  We should arrange the clothes by sizes, small sizes on the top and large sizes at the bottom.  Each stack should contain three to six pieces and should not exceed 32cm in height.  A space from 8 to 15cm in width should also be left between two stacks.

Subtitle:

· Put small sizes on the top, and large sizes at the bottom

· Each stack should not be too tall. Sufficient space should be left between two stacks

Long stood in front of the shelf with tableware.  He piled up the bowls & plates carefully.

Long: (VO) For products over here, they should be piled up, so that more products can be displayed in a small area and can be easily accessible to customers.

Subtitle:

Use “pile-up method” for displaying products such as cosmetics, bowls, and books

Kayi came across two dummy models in the shop.  After some consideration, she moved one of them away from the area.

Kayi: (VO) We should not show more than one dummy model in every 25 m2 area.  There’re too many models here.  Let me move one of them back to the storeroom.

Subtitle:

Only one dummy model in abstract style should be displayed in every 25 m2 area

Long continued to display the tableware on the shelf.  He put smaller and lighter glasses on the upper deck and larger and heavier mini liquor cabinet on the lower deck.

Long: (VO) For products coming in different sizes, put the smaller ones in the upper deck and the larger ones in the lower deck.

Subtitle:

Put smaller and lighter items in the upper deck, while larger and heavier ones in the lower deck

Mr. Ming was tidying up the aroma products.  Long & Kayi reported their work progress one by one.  Mr. Ming observed their work.

Long: I’ve finished, Mr. Ming!

Kayi: Me too!

Mr. Ming: Not bad!  Both of you know how to use different display methods to showcase different products.  In fact, there are many other methods that we can use to highlight product features.

Different display methods include: linear display, incline display, ladder-shape display, tower display, slope display, symmetrical display, model display and three-dimensional display.

Subtitle:

· Linear display

· Incline display

· Ladder-shape display

· Tower display

· Slope display

· Symmetrical display

· Model display

· Three-dimensional display

Mr. Ming led Long & Kayi to another area near the entrance.  Several display counters were set up there.  There was a carton box containing products commonly used in fall season.

Mr. Ming: It’s getting cold these days.  I’m going to use fall season as the theme to attract customers. (look at his watch) Since it’s not yet the peak time at noon, let’s set up the thematic display counter together.

Long: (with doubt) Fall season theme?

Mr. Ming: Yes, it mainly includes products that are moisturising and can keep us warm.  Generally, we won’t categorise our products by this theme.  But when autumn comes, most of the customers would like to buy more of these products.  We can display products according to customers’ buying habits in connection with festivals, seasons and other special occasions.  This will help serve and attract customers.

Subtitle:

Use a theme to highlight product features

Kayi: (rush to say) Then, do we need some relevant decorations?

Mr. Ming: Good idea!  We should have some ornaments in the storeroom.  Could you please help get them here?

Kayi: (nod with a smile) OK! Huh!

Subtitle:

Use ornaments related to the theme to boost consumers’ purchase desire

Kayi looked at Long proudly, then left for the storeroom.  Long rushed to the display counter and took out some cushion covers from the carton box.  The covers were mainly in brown colour tone.

Long: All the products are in brown tone.  Mr. Ming, should we use “gradational layout method”?

Mr. Ming: (nod) That’s a good idea!  It helps create a multi-layered displaying effect.  Let’s follow your suggestion.

Long: OK!

Subtitle:

Use gradational layout method for products in same colour tone to create a multi-layered displaying effect

Mr. Ming & Long took out some cushions and cushion covers from the carton box, displaying them on the counter by adopting “gradational layout method”.  Long kept on taking out different autumn thematic products from the carton box, such as wool towels, moisturisers, etc.  Kayi came back with a huge carton box containing lots of fall season decorations, and walked unsteadily towards the display counter.

Kayi: Can anyone help me?

Long stopped for a while and continued to set up the display after taking a glance at Kayi.  Mr. Ming realised that Long was not going to help Kayi.  He went to take over the carton box from Kayi, and put it on the other side of the display counter.

Mr. Ming: Let me help you!

Kayi: Thank you, Mr. Ming!

Mr. Ming: Don’t forget workplace safety when you are working.  Take the stuff separately in batches if you can’t manage.  Or ask other colleagues for help.

Kayi took out the decorations from the carton box, and patted Long with a fringe-like decoration.  Long smiled back to her.  Kayi turned to Mr. Ming.

Kayi: OK!  Mr. Ming, are there any other safety guidelines that we should observe?

Mr. Ming: Of course!  When setting up the display, make sure the corridor is unobstructed, and the aisles between shelves are wide enough for us to move around.

The corridor in the shop was unobstructed and the shelves were in good order.  Kayi checked the add-on shelving units which were firmly assembled.

Subtitle:

· If the corridor is obstructed, customers may get confused of directions.  It may also cause congestion

· If aisles between shelves are too narrow, accidents may happen more easily

Mr. Ming: Also, products shouldn’t be stacked too high, and add-on shelving units should be firmly assembled.  Otherwise, customers or colleagues may be injured by falling objects.

Subtitle:

· If products are stacked untidily or too high, customers or staff may be injured by falling objects

· Add-on shelving units should be firmly assembled to avoid accidents caused by falling objects

Mr. Ming, Kayi and Long set up the “Fall season theme” display counter together.  They displayed the relevant products with thematic decorations tidily.  When finished, Mr. Ming clapped his hands and thumbed up, appreciating Long and Kayi’s work.

Mr. Ming: OK!  Finished!  Both of you have done very well today.  I can see that you’re well-prepared.  But, it takes time to adapt to the new working environment.  Hope that both of you can work closely together in the coming days!

Kayi & Long: (nod with a smile) Yes, Mr. Ming!

Subtitle:

Employees Retraining Board
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