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About the Key Skills Support Programme

These materials have been produced as part of the Key Skills Support Programme (KSSP).

The Key Skills Support Programme is funded by the Department for Education and Skills.
Its main purpose is to help practitioners in training providers, schools and colleges to
improve the quality of key skills and Skills for Life provision and to support the
preparation of young people for the key skills qualifications.

DfES has appointed Learning for Work to manage the programme for the work-based
route, and to work with those actively involved in the field to:

• improve the confidence and competence of teachers and trainers to deliver key skills
and Skills for Life

• help a wide range of key skills and Skills for Life practitioners through a programme
of events and training courses

• provide best practice materials for practitioners, employers and managers

• support practitioners as they foster progression from Skills for Life to key skills and
other forms of learning.
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Introduction

This guide will help you to make the most of these learning resources with apprentices in
the retail sector. 

Developing teaching and learning materials for the work-based route has been an
important priority for the Key Skills Support Programme (KSSP), for three main reasons:

• It has become clear that learners come to work-based learning with key skills and
literacy and numeracy development needs. They need to acquire and practise these
skills in a way that is relevant to their occupation.

• Research carried out by the KSSP during 2003 highlighted the shortage of teaching
and learning resources targeted at the work-based route.  

• The research also showed a strong preference among training providers for materials
with a clear vocational focus.

The focus of this pack is therefore primarily on teaching and learning rather than
assessment and evidence collection.

All the resources in this pack have been written by trainers who work with retail
apprentices. They have been edited and checked by key skills specialists and moderators.
The resources are designed to help learners develop their skills in ways that are directly
relevant to their work.

Note: You are welcome to make as many copies of these resources as you need for
use with your learners. You can either photocopy or print copies from the files on the
CD-ROM.
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About the pack 

The pack contains the following resources:

• 9 Inside retail workbooks (printed copies plus files on the CD-ROM)

• 20 communication ‘How to’ worksheets (on the CD-ROM)

• 20 number ‘How to’ worksheets (on the CD-ROM) 

• 6 assignments (on the CD-ROM)

• 2 session plans (in this trainer guide)

• 1 CD-ROM with PDF files of all the resources plus Word files of the worksheets and
assignments that you can adapt to suit your learners.

How to use the resources
The main elements of the pack are meant to be used in combination to help your learners
acquire, practise and apply their key skills and/or Skills for Life.

The Inside retail workbooks are the core of the pack. Each one tackles an important part
of work in retail. The workbooks include activities and exercises which help apprentices to
acquire and practise their skills as a natural part of their day-to-day work. They also
provide valuable information directly relevant to NVQs in Retail Operations and to technical
certificates. 

The ‘How to’ worksheets support the workbooks and explain a technique or skill in more
detail – for example, how to calculate percentages or write a business report. Learners who
need more help with a specific skill can use the appropriate worksheet. All the worksheets
are set in a retail context and use meaningful examples. 

The assignments provide structured opportunities for apprentices to apply their key skills
at work. 

The session plans provide detailed suggestions for how to build key skills opportunities
into training sessions.

The CD-ROM contains copies of all the resources for you to print additional copies and
create your own material.
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The Inside retail workbooks

The nine Inside retail workbooks focus on those aspects of work in retail that provide good,
natural opportunities for key skills. They include explanation, activities and exercises which
clearly demonstrate how key skills and Skills for Life relate to working in retail stores.

Each workbook will help learners to:

• develop their knowledge and understanding of the topic in a way that is relevant to the
job, the NVQ and the technical certificate

• practise one or more key skills.

Every workbook has clear references to the relevant awards.    

Using the workbooks
The workbooks can be used in any order. You will need to plan how you will use them
with each learner, depending on their individual needs and the opportunities at their
workplace. This can then be put into the apprentice’s individual learning plan (ILP). 
You can use the Inside retail workbooks in a number of ways. For example, you could:

• work through a workbook with an apprentice during a site visit 

• introduce a workbook to an apprentice and ask them to complete it for when you 
next meet  

• ask a group of apprentices to tackle a workbook together

• introduce a workbook in a group session and ask the apprentices to complete it
individually afterwards.

You will always need to review the learner’s work with them. You may give feedback on
activities, answer questions, clarify points or provide additional information. If you, or the
learner, identify a need for further help with a specific skill when using the workbook, you
can select the relevant worksheet to support this.   

Important note: The Inside retail workbooks are designed to support learning. They are
not intended to generate evidence for key skills.
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The workbooks mapped to key skills
The chart below maps the Inside retail workbooks to the key skills and the NVQ units in
Retail Operations. There will be similar opportunities to support Skills for Life.

Reference numbers for key skills relate to components in Part B and give details of the
relevant skills from Part A.

C2.1a use varied vocabulary and expressions;
adapt what you say; identify the speaker’s
intentions

C2.1a adapt what you say

C2.1b adapt your language

C2.1a use varied vocabulary and expressions;
adapt what you say; listen carefully; move the
discussion forward

C2.1a adapt what you say

C2.1b adapt your language; use images to
support the main points

C2.2 skim documents to gain a general idea of
content; scan documents to identify the
information you need

Approaching the
customer

Closing 
the sale

Communicating 
with colleagues

Features and
benefits

C.3 Help customers to choose
products 

C.4 Maximise product sales 

C.5 Provide information and
advice to customers 

C.6 Demonstrate products to
customers 

C.3 Help customers to choose
products 

C.4 Maximise product sales 

C.5 Provide information and
advice to customers 

C.6 Demonstrate products to
customers 

D.3 Resolve customer service
problems

E.13 Work effectively in own
organisation

C.3 Help customers to choose
products 

C.4 Maximise product sales
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C2.1a adapt what you say; listen carefully;
identify the speaker’s intentions

N2.1 read and understand tables and charts

N2.2 percentages

N2.3 construct charts

Also relevant to PS2.1, 2.2 and 2.3

C2.1a listen carefully

N2.1 get relevant information from different
sources; read scales on a range of equipment

N2.2 carry out calculations; percentages; use
proportion and calculate using ratios

C2.1a use varied vocabulary and expressions;
adapt what you say; listen carefully; identify the
speaker’s intentions

C2.3 use different formats for presenting
information; proof-read and where necessary 
re-draft your documents

C2.2 identify the main points 

C2.3 use different formats for presenting
information; proof-read and where necessary 
re-draft your documents

N2.1 read scales on a range of equipment; make
accurate observations

N2.2 carry out calculations; percentages; work
out areas and volumes; work out dimensions from
scale drawings; compare sets of data (mean)

N2.3 construct and use tables

Handling customer
service problems

Identifying
customer needs

Mail handling

Message handling

Window displays

D.2 Support customer service
improvements 

D.3 Resolve customer service
problems

D.7 Work with others to improve
customer service 

D.8 Monitor and solve customer
service problems

C.3 Help customers to choose
products

C.4 Maximise product sales

D.4 Process customer service
information

D.1 Give customers a positive
impression of yourself and your
organisation

D.5 Organise, deliver and
maintain reliable customer service

D.1 Give customers a positive
impression of yourself and your
organisation

D.3 Resolve customer service
problems

D.4 Process customer service
information

E.13 Work effectively in own
organisation

C.2 Display stock to promote
sales to customers 

C.13 Maintain the availability of
goods for sale to customers 
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The ‘How to’ worksheets

The ‘How to’ worksheets provide learners with extra help and support with acquiring
and practising the skills of communication/literacy and application of number/numeracy.
The examples and exercises in every worksheet are set in the context of retail. Each
worksheet covers a specific aspect of one skill – for example, using apostrophes or
fractions – and contains:

• an explanation of the technique

• exercises for practice.

There are 20 communication and 20 number worksheets in the pack. Each one is
between two and four pages long.

Using the worksheets
It is unlikely that any learner would use all the worksheets – just those they need. You
may already know that a learner needs help with a particular skill or you may identify a
need when reviewing a workbook. 

In most cases the worksheets relate directly to activities in the Inside retail workbook. 
For example:

• The workbook Features and benefits asks the learner to skim read and scan product
support materials. This could be supported by the communication worksheets ‘How
to…skim read’ and ‘How to…scan documents’.

• The workbook Mail handling asks the learner to use weighing scales. This could be
supported by the worksheet ‘How to…understand scales’.     

By using the worksheets in conjunction with the workbooks, the learner will see how the
skill or technique is relevant to their work and career. You can use the worksheets in a
number of ways. For example, you could:

• give the learner a worksheet alongside a workbook if you think they may benefit 

• go through a worksheet together if the learner is really unconfident

• give a learner a worksheet to prepare them to use a workbook so that they are able to
do all the activities

• base a small group session around a worksheet (see the session plans for some ideas).

The worksheets provide a sound basis for further practice, and trainers can add their own
exercises and examples.

Important note: The worksheets are designed to support learning. They are not intended
to generate evidence for key skills.
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The communication worksheets
mapped to the key skill
The communication worksheets are mapped to level 2 of the key skill. However, in some
cases they will also be helpful to learners working towards the communication key skill at
level 1 or level 3, or adult literacy at level 1 or level 2.

Choose the right tone and style

Write notes 

Use mind maps 

Listen actively

Give a short talk

Structure information

Read and understand information

Skim read 

Scan documents 

Summarise 

Write a business letter

Write a business report

Use commas

Use inverted commas for quotations

Use inverted commas for speech

Use the possessive apostrophe 

Use parts of speech

Write in sentences 

Avoid sentence errors

Join sentences using conjunctions

C2.1a, 2.1b, 2.2, 2.3

C2.1a, 2.1b, 2.2, 2.3

C2.1a, 2.1b, 2.2, 2.3

C2.1a

C2.1b

C2.1b, 2.3

C2.2

C2.2

C2.2

C2.2

C2.3

C2.3

C2.3

C2.3

C2.3

C2.3

C2.3

C2.3

C2.3

C2.3

How to . . . Key skill
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Read and understand tables

Read pie and bar charts

Read graphs

Understand negative numbers

Estimate

Understand scales

Understand percentages

Understand decimals

Understand fractions

Convert fractions, percentages and
decimals

Work out area

Work out volume

Understand ratio

Calculate mean, median and mode

Calculate the range

Use formulae

Construct a table

Construct a graph

Construct a pie chart

Construct a bar chart

N2.1

N2.1

N2.1

N2.1

N2.1

N2.1, 2.2

N2.2

N2.2

N2.2

N2.2

N2.2

N2.2

N2.2

N2.2

N2.2

N2.3

N2.3

N2.3

N2.3

N2.3

The number worksheets mapped to
the key skill
The number worksheets are mapped to level 2 of the key skill. However, in some cases
they will also be helpful to learners working towards the application of number key skill at 
level 1 or level 3, or adult numeracy at level 1 or level 2.

How to . . . Key skill
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The assignments

Key skills are about application. The focus of the assignments is on putting knowledge and
skills into action through structured opportunities that help learners to extend and apply
key skills to their work. They are different from the workbooks in that they include a
number of tasks for the learner to carry out – they don’t provide information or practice
exercises. You can use assignments for learning and developing key skills, not just as a
means of generating evidence.

Each assignment is broken down into four to seven stages. The final stage asks the
apprentice to review their own performance in a way that is relevant to the key skill
improving own learning and performance. The trainer’s notes give guidance on briefing and
supporting the learner and provide suggestions for how to extend or adapt the assignment.

Using the assignments
Learners need practice when applying their key skills as well as when acquiring them. You
can use the assignments to help apprentices:

• learn aspects of a key skill

• practise and apply a key skill at work

• gather evidence for key skills in the course of their work.

While carrying out an assignment, learners will need support. You and workplace
colleagues can help by discussing their progress, to check that they are working along the
right lines, and offering help if they run into difficulties. However, if the apprentice is using
the assignment for evidence, you will need to be careful about how much help you give or
you will run the risk of invalidating the work.

An assignment is only appropriate when you are confident that a learner is ready to tackle
it after learning and tutorial support.
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What price safety?

To display or not to display?

Solving customers’ problems

Industry trends

Creating a window display

Who should we be talking to?

C2.1b, 2.2, 2.3
N2.1, 2.2, 2.3

C2.1a, 2.3
N2.1, 2.2, 2.3
ICT2.2, 2.3
WO2.1, 2.2, 2.3

C2.1a, 2.2, 2.3
PS2.1, 2.2, 2.3
WO2.1, 2.2, 2.3

C2.1a, 2.2, 2.3

C2.1b, 2.3
N2.1, 2.2, 2.3

C2.2, 2.3

The assignments mapped to key skills

Assignment Key skill(s)
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The session plans

The session plans suggest ways in which you could adapt or extend training sessions to bring
out more learning opportunities for key skills. Each plan focuses on a typical retail training
programme and shows how you could focus on a particular key skill or skills. The plan
suggests how you can:

• structure the session

• build in key skills development 

• encourage active learning.

You could also use part of a session plan as an individual coaching session – for example,
when you visit an apprentice on site.

Do adapt the session plans to suit your own needs.

Important note: The session plans are designed to support learning. They are not intended
to generate evidence for key skills.

Using the session plans
The session plans suggest a variety of teaching and learning approaches:

• Session introductions provide a focus and an initial stimulus for the learner(s).

• Group activities provide an opportunity to share ideas and reflect upon the purpose of
the processes and skills.

• Individual activities are designed to engage the learner in a short practical activity which
enables them to acquire, practise or develop a skill or process. These are followed by
review sessions.

• Presentations suggest ways of explaining aspects of a key skill.

• In the resources and notes column you can add your own ideas and references to other
materials you use.

• In the evaluation and comments space you can make notes as a summary review of this
particular session. Think about what you and the learner(s) did in preparing for the
session, during the session and following the session.

Make sure you allow time before a session to prepare resources. You may be able to copy
examples from the Inside retail workbooks or the ‘How to’ worksheets, or you may in some
cases need to prepare some resources yourself.
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The session plans mapped to key skills

C2.1a listen carefully; identify the speaker’s
intentions

C2.2 recognise the writer’s intentions; skim
documents; scan documents

C2.3 use different formats for presenting
information; use different styles of writing; proof-
read and where necessary re-draft your documents

N2.3 construct charts

C2.1a listen carefully

C2.3 proof-read and where necessary re-draft your
documents

N2.1 read and understand graphs; estimate
amounts and proportions; read and understand
numbers

N2.2 carry out calculations; show clearly your
methods; percentages

1: Customer service

2: Selling products 

Key skillsSession plan
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Session plan 1: Customer service 

10 mins

10 mins

10 mins

5 mins

30 mins

Welcome and introductions

Aims/outcomes

Facilitation

Today’s key words

What is customer service?

Respond

Listen

Energiser

Practise today’s spellings in
context

Split into pairs/small groups to
discuss perceptions and
expectations of customer service
and give examples of exceeding
customer’s expectations

Feedback answers and flip 

Application of
number or
communication

C2.3

C2.1a 

proof-read and
where
necessary 
re-draft your
documents

listen carefully 

Fun activity to
start the day

Time Tutor activity Learner activity Key skills opportunity Resources and notes

Trainer
presentation/
instruction

Group activity

Individual activity

Listen

Handout

Flipchart

Observation

Resource

Role play

1
4

•
 TH

E
 SE

SSIO
N

 P
LA

N
S



15 mins

15 mins

30 mins

15 mins

60 mins

15 mins

20 mins

Communication
Introduce main methods of
communication – face to face,
letter, phone, etc.

Coffee break

Time management or
assertiveness

Key learning points
Trainer to lead with questions
about previous session

Lunch

Handling problems 
and complaints
Input from trainer on diffusing
stressful situations and how to
handle complaints effectively

Learners write down:

• Advantages/disadvantages

• When to use each method of
communication and why

Exercise/quiz
Results give indication of style
of time management or level of
assertiveness

Contribution to discussion

Energiser

Brainstorm

• In pairs brainstorm stressful
situations or problems and
complaints that occur on a
weekly basis 

• Analyse other complaint
statistics available

Collect information on group’s
common problems/complaints,
e.g. pie chart for whole group
results

C2.3 

C2.2 

C2.1a

Application of
number or
communication

C2.1a

N2.3

use different
formats for
presenting
information

recognise the
writer’s
intentions

listen carefully

identify the
speaker’s
intentions;
listen carefully

construct
charts

Time
management
quiz

Activity to start
the afternoon
session

National or
company
averages for
types of
complaint 
(see examples
in Handling
customer
service
problems
workbook)

Time Tutor activity Learner activity Key skills opportunity Resources and notes

TH
E

 SE
SSIO

N
 P

LA
N

S
•
 1
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20 mins

30 mins

Observation and feedback
Criteria to look for during above
activities: 

• Minimising conflict

• Working with others

• Customer’s rights

• Negotiating

• Cost to company

• Operating within own limits  
of authority

• Behaviour/attitude

• Assertiveness/professional 
attitude

• Offering alternatives/extras/
solutions

Observation and feedback

Role play
Learners role play scenarios
with problems and complaints –
divide into threes with 
1 customer, 1 assistant and 
1 observer

Write replies to complaint
scenario

C2.2

C2.1a

C2.3

recognise the writer’s
intentions; skim
documents; scan
documents

listen carefully

use different formats for
presenting information;
structure your writing;
use different styles of
writing; proof-read and
where necessary re-draft
your documents

Prepared
scenarios to be
given out and
looked at

Prepared
scenarios and
worksheets on
writing letters
and structuring
material

Time Tutor activity Learner activity Key skills opportunity Resources and notes

1
6

•
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E
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15 mins

30 mins

30 mins

Tea break

Customer feedback

Recap on day
Revisit aims and objectives
Review learning

Close of session

Split into groups and analyse
feedback from customers

• How do we get feedback?

• What type of feedback do 
we get?

• What do we do with it?

• How does it benefit the
customer?

Discussion

C2.2

C2.1a

skim documents; scan
documents 

listen carefully

Prepared
feedback from
customers

Time Tutor activity Learner activity Key skills opportunity Resources and notes

Evaluation and comments:

TH
E

 SE
SSIO

N
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N

S
•
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Session plan 2: Selling products

Fun activity to
start the day

10 mins

10 mins

20 mins

5 mins

Welcome and introductions

Aims/outcomes

Facilitation

Today’s key words

Respond

Listen

Energiser

Practise today’s spellings in
context

Application of
number or
communication

C2.3 proof-read and
where necessary
re-draft your
documents

Time Tutor activity Learner activity Key skills opportunity Resources and notes

Trainer
presentation/
instruction

Group activity

Individual activity

Listen

Handout

Flipchart

Observation

Resource

Calculator

1
8

•
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E
 SE

SSIO
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Percentages
worksheet

Percentages
worksheet

15 mins

20 mins

60 mins

What is the sales process?
• First impression
• Initial contact
• Rapport
• Investigating customers’

needs (questioning)
• Matching needs
• Features and benefits
• Buying signals
• Responding to objections
• Closing the sale 
• Describe stages of the sale
• Customer expectations

Why recommended products
are important

Lunch

Targets
Refer to monthly target and
work out what % of this they
have achieved

Commission rates

Split into groups of three and
list the % commission rates for
four of this month’s
recommended products

Refer to a recent item sold

Work out the total commission
made for the business on that
sale. Present the findings

N2.2

N2.2

carry out calculations;
show clearly your
methods; percentages

carry out calculations;
show clearly your
methods; percentages

Time Tutor activity Learner activity Key skills opportunity Resources and notes

TH
E

 SE
SSIO

N
 P

LA
N

S
•
 1

9



Worksheets on
graphs

Price lists

Percentages
worksheet

15 mins

15 mins

20 mins

30 mins

Key learning points
Trainer to lead with questions
about previous session

How can we increase sales?

• Selling add-ons

• Maximising profits

• Exceeding customer
expectations

Facilitation

Recap on day
Review learning

Close of session

Contribution to discussion

Each person notes down an
example of when they
increased a sale and estimates
how much more money they
made the business

Feedback to the group

In groups the learners should
work with two current price
lists to compare prices of
equivalent products

Calculate the % difference
between the two prices

Discussion

C2.1a

N2.1

N2.1

N2.2

listen carefully

read and understand
graphs; estimate
amounts and proportions 

read and understand
numbers

carry out calculations;
show clearly your
methods; percentages

Time Tutor activity Learner activity Key skills opportunity Resources and notes

Evaluation and comments:

2
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Skills mapping

This section shows how the workbooks, worksheets and assignments map to the key skills
and Skills for Life at level 2. It will give you an idea of the overall coverage of the skills.

The following charts show which resources are relevant to particular components of the
key skills of communication and application of number at level 2 and the equivalent Skills
for Life. This does not mean that the component is fully covered. 

C2.1a Take part in a group
discussion

Speaking and listening

C2.1b Give a talk of at least 
four minutes

Speaking and listening

Approaching the
customer

Closing the sale

Communicating with
colleagues

Features and benefits

Handling customer
service problems

Identifying customer
needs

Message handling

Closing the sale

Features and benefits

Choose the right tone
and style

Write notes

Use mind maps

Listen actively

Choose the right tone
and style

Write notes

Use mind maps

Give a short talk

Structure information

Industry trends

Solving customers’
problems

To display or not to
display?

Creating a window
display

What price safety?

Skill Workbooks Worksheets Assignments
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Features and benefits

Window displays

Message handling

Window displays

Choose the right tone
and style

Write notes

Use mind maps 

Read and understand
information

Skim read 

Scan documents 

Summarise

Choose the right tone
and style

Write notes

Use mind maps 

Structure information

Write a business letter

Write a business report

Use commas

Use inverted commas
for quotations

Use inverted commas
for speech

Use the possessive
apostrophe 

Use parts of speech

Write in sentences 

Avoid sentence errors

Join sentences using
conjunctions

Industry trends

Solving customers’
problems

What price safety?

Who should we be
talking to?

Creating a window
display

Industry trends

Solving customers’
problems

To display or not to
display?

What price safety?

Who should we be
talking to?

Workbooks Worksheets Assignments

C2.2 Read and summarise
information from at least two
documents about the same subject

Reading

C2.3 Write two different types of
documents each one giving different
information

Writing

Skill



Handling customer
service problems

Mail handling

Window displays

Handling customer
service problems

Window displays

Understand scales

Understand
percentages

Understand decimals

Understand fractions

Convert fractions,
percentages and
decimals

Work out area

Work out volume

Understand ratio

Calculate mean,
median and mode

Calculate the range

Use formulae

Construct a table

Construct a graph

Construct a pie chart

Construct a bar chart

Creating a window
display

To display or not to
display?

What price safety?

Creating a window
display

To display or not to
display?

What price safety?

Handling customer
service problems

Mail handling

Window displays

Read and understand
tables

Read pie and bar
charts

Read graphs

Understand negative
numbers

Estimate

Understand scales

Creating a window
display

To display or not to
display?

What price safety?

Application of number/Adult numeracy
Workbooks Worksheets Assignments

N2.1 Interpret information from a
suitable source

Understanding and using
mathematical information

N2.2 Use your information to carry
out calculations

Calculating and manipulating
mathematical information

N2.3 Interpret the results of your
calculations and present your findings

Interpreting results and
communicating mathematical
information

Skill

SKILLS MAPPING • 23



Other key skills
Some of the workbooks and assignments are also relevant to other key skills at level 2.

Information and communication technology

To display or not to display? (assignment): ICT2.2, 2.3

Working with others

Solving customers’ problems (assignment): WO2.1, 2.2, 2.3

To display or not to display? (assignment): WO2.1, 2.2, 2.3

Problem solving

Handling customer service problems (workbook): PS2.1, 2.2, 2.3

Solving customers’ problems (assignment): PS2.1, 2.2, 2.3
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