Stafffraining(secrets
By Ohsmine[@mith, [&ditor, Thside [Retailing[Magazine

Shopfloorslacross[Australia@re@washith[partfimeland[chsual [staff, [thany [af (Whom [cbnsider
theirGob@femporary [stintim [retail. CAreyou fight Gust Idoking?" [i§ [@bout [@s Far [@s [sbmeldf Them
willMenturelimto[an [@ttempt@kicustomer(skervice. [Shoppers(asking [@bout@lparticular[product’s
features(are(fbo[aften(answered With[@lreéading [ftom thelpackagedescription. [But[@refhese
employeesWorth[faining?[They’ll [probably (Be [éaving it @nother[cbupledfimhonths...

Trainingldfishopfloor[staffis[dommonly dimited b [@n ilternal ihduction [program[cbvering the
essentials Hldccupational (health @nd(shfety [@hd[dperationalskills[Slich@s[chsh Randling@nd
electroniclpayment[processing.

Thelchsel[for(training[shopfloor[staff[Beyondihduction (s @lstrongldne, [ButHow[chn [retailers@nsure
they(get(dlreturnlanfheirimvestment? Thside [Retailing[Magazinelsboke With [rétailers[dnd Etaining
experts[@boutlthe mhost [effective[methods[@nd[measurement.
Thelr&frainftomftaining[cbnsultantsis: [ButWhat(fthey [stay? What[i$ fhe[cbst[df (Aot {taining
them?[Disgruntled(customers, ldst[shles, [foor [staff(mhorale @nd @M&cklustrelrétail [Business(dre
amongfhelprobablelrésults.

Shopfloor@mployees(areMuicky [Mthey [get[dlquick clin[down[df[Sklling [@nd(skrvice f&chniques(ih fhe
last(HalfBour [affheirihduction [skession, When@ttention[spans(@re @lready [skretched.

Moreldften[fhan mot, [productnowledge, [Sklling[@nd[skrvice[skills@nd [company Malues [@re
presumed[fo[Beléarnedin fhelcburseldfthejob.

"It's[abit[af[@lcatch 22, " [ExplainsTerry Hawkins, fbunder [of [Peoplelif Progress, "becauselftaining
and[personalldevelopment[id[skenBy[Employees(as[dneldffhe RighestinfluencersWhenldeciding
tolstay[in [@lrktail [position. Weldften (Rear [df [@pplicantsWho[Rave [Been fempted [@ver b [@nother
company[Becauselfhey'veReard@boutfheftraining Sifllchn [Be @lreal [drawcard Ebr @lcompany.”

Hawkins[BelievesWhile[Ettitudes o [stafffraining [Havelgreatly [ilnproved(dver fhe [pastcbupleldf
decades, [retailersHavel@ldngWay [fb[go[Hefore fraining i3 fteated @k [an[Essential.

"Therelare[sbmelcompaniesthatshyfheyMaluelftaining, et fhey Iook For fhecheapestWay [dut
and[this[chn[Have[devastating @ffects[dnfhe ftontlihe. Mraining i3 likemostfhings(it dife Hybuldet
whatyoulgay [fbr. More[@ndmhorelcompanies(areréalising that By [Qutsourcing @ldrofessional
training[company With[@lprovenftackr&cord, Ehey[chnlilnplement(systems, [philosophies [@nd [skill
sets[thatfheythay Dot [Haveldccess blimternally."



Tony[Gattari, MD[dffhe[Achievers[Group, [shys[retailersfénd b Have @ poverty [thindset" When [if
comes(tb[ftainingshopfloor(staff, [Aut(shysthereldre(many[retailersWhose[culturereflectsfhe Malue
they(putlon[staffftaining. CThoseldrganisationsWorldwideldre[excelling. Becausefhe[idsue i [Hot
price, ['sthelquality [of[Serviceland fhey'veldevelopedftainingfbembrace that, " (He[Shys.

Perhaps(aldynic, [GattariBelievesshopfloor[@mployees(are [anly What ybu [thake[df them.

"You'reldever(goingIb(get(greatlpeople. You'velgot[fbRavelgreat[systems[ib mhake[@veragelpeople
look[great."

Peter[BEullbrook, [AEO[of ftaining [ompany [Prosell, [Shys[uist [Skaffing Mour [store With [hice’[people
won'tldo[fhe[ftick: CAIdt[df [store[@wnersthink [Mtheir[staff[i$ [courteous@nd ftiendly [@nd(skrve
everyonelthey[Deed[fb(skrve, fhat's[Enough. [Butlwe'velsken ihcreases By [Lip b [45% [df ftansaction
values{usty[giving[peopleMery [straightforward[customer@éngagement[skills. Moul[chn[makeld
hugedifferencefbour[shles[figuresifilybulget[peoplegenuinely [Using {heir [Skills."

John[Mutton[MD [df fashion [retailer [Herringbone[shyshile [professional [staff fraining id [Expensive,
"it's[mhore [Expensivedot[doing . Mticteates(efficienciesih fhe Business that[gay for fhemselves."

Makelitithemorable

Theldaturelof[retail[Hoses[particularchallengesfbrrétail [Husinesses When(ilcbmes b ftaining
shopfloor[staff.[Rostersand ftadingHours[mheans[iis Mery [difficult b [Etain [staff (@l @t The[shme
time. [Bew [r&tailers(chn [Efford b Eake [people [dff fhe[shopfloor, @ndftaining i [Skore [ill [He
constantly interruptedBy[customers.

Most[retailers(ask[staff b [attend Etaining [Sessions afterWork Mours@nd offer ilcentives fbrfhose
wholattend, WhetherfhatBelpreferenceldn fhelrbster, [meals[ar [cbmplimentary [@roduct.

FullbrookshysRis[company’sirésearch fbund [@iery IowItansfer [df Iéarning ftomretailers’ Etaining
sessions[fbfheMorkplace.Our[figuresshow[aver[@0% [af ftaining[deliveredlinfheldassroom,
particularly[duringimductions, Eails b ftansferimtofhe Workplace. W henWeldbserved [people it fhe
workplacefhroughlmysteryshopping(and(dtherthechanisms(and[compared Whatthey [did With the
customers(againstiwhatfheyWereftainedIb(do, they [did [éssfhan 0% [af [i."

Butfhelresultlchanges[markedly When(peopleithEfaining[dndftaining késponsibilities [actively [do
intothelstores[and[cbachshopfloor(staff, [He[shys. [Youfhen(ske[peopleBeginning fbIéarn(and
applytheskills.

"Chalk[and{alk [skyle[ftaining i3 heffective Histaff (Have Eb[get[Qutldftheir [Skats@nd[demonstrate
they[chn[do(."



Alpointlemphasised By [all fhe [r&tail ftaining [companiesifterviewed By Thside[Retailing Magazinelis
that[ftaining, Whether [filbe fbr(dperations, [OH&S, [shles@nd[skrviceldr [Aroductknowledge, [hustBe
interactive, [Engaging@nddelivered in(bite[sized[pieces.

Avoid[death[Bypower[point’[dr[dther[passive [thethods[af ftaining, [@nd thake fhelskssion
entertaining [(keepingih [mind fhat[Generation ¥ employeesHave [@n [attention[Sban[df [@bout [0
seconds, [accordingfbanelcbnsultant).

Rolelplaying[ar[otherwiseBavingl@mployeesidemonstrate fhe Iéssonsthey reléarningis[itnportant.

"ThelBarder[geopleork, Thelmorefheyléarn,"[Shys[Eullbrook. [Givefhem[quizzes(@boutfhefype
of ibdustry fhey’relin, Whatfheir[store[sklls, [And Eestpeoples’kKhowledge Hnot[im(dlrigorous[exam,
butlin[@flinWay Hthey[can[bhark Eheir[@wnlanswers, Ehey [can [conferWith Eheir [ftiends. Ot's Dot
aboutHow [muchtheykhow, [f's[@boutHow [mhuchknhowledgefhey(gain."

Rebel [Sportuses(alcbmbination [af im [HouseftainingWorkshops, [ihtranet[Hased ftaining [mhodules
and[dovernmentfunded[ftaining[cbursesrlin By @n(eixternal (ckgistered ftaining [akganisation
keepifis [staff[skilled.

Thelcbmpany[imtroduced(imtranetBased [fraining fburears(ago b fkach @nd Eést[product
knowledge, [stlling[@nd[Skrvice [skills[@nd mhanagement ftaining. Mt [chn[ske Wholdgs[an When, [@and
what[resultstheylachieve, [ihcluding he[cbmpletion[and [Sliccess rates[dn[dachmhodule fbr(€ach
store.

Rebel[Sport’slimternal ftaining[departmentlalsomonitors[E@mployees’[progress Ma[quarterly [reviews
with[store[mhanagers.

"Therelare(dlat[df[productknowledge[Sessions[Held in [store [ar [off[Site. Welmight[Bave [quite(d
large[ftainingday [@ligned[b, [Shy, fbotball Hoots([and the itroduction[df new Mihes@nd[products,"”
says[Rebel[Sport's[GMIdf[dperations[Bd [Bredson. [Themhajor [Suppliers Would .[come fhroughlanddo
aldog[@nddony[show’[dn fhe[dew[rkleases@nd [falk [@bout fhe fkatures(and [Benefits [df the
products[forthelcbminglskason.

"There’s @bt [af ihcentivesfor [skaff fhat[Hoth helcompany [@nd fhelsuppliersiprovide fbrfhose
team[membersWho[attend, Whether [iHecommission ok [prizes. It's[Aot[compulsory [But mhost, [
not(all, [staff(attendfheselthings.

"It's[mot[@ldull[@nd Moring e, E&ll, Eell [Skssion Hfhere’s@lotdf ilvolvementEbrEhe [Staff.



"Most[productftainingi$[done [&fterHourshutiflthere’s(dlspbecific[eed, [flalmhanager BelievesHis
fullfime[staff[deed[@bitmhorelproductknowledgelftaining, (He Would[@rganise[sbmeldffhe
suppliersfbcbmelfhroughoutiheldaylandfalk @boutfhe [productsldnfhelshopfloor."

Tailoro YourBusiness

Iffhe(ftaining orkshop 8 [cbnducted By @ftaining [company [ilshould [Belspecifically Eilored b (oot
only fhelparticularretail [Sector, But fheihdividual Businessliliself.

Forthelowdrice, Fast[Serviceretail [offer, Eraining [ [efficiency [@nd [processing [dustomers [ih @
professional [thanneri8@ppropriate, [Explains[Brian Walker, [Arincipal [of (Mhe [Retail Doctor. [Inthe
morelcbmplex[shle, [i's[@boutassessing fhelifestyle[Needs[dfthelcustomer, [Sklling [Benefits,
probingl@nd[rélationshipBuilding."

Retailers[dflchars, hitegoods(drather [Expensivelems mhight[deed b [skthedulelsbecifictainingan
how [b[skll [hig ficket'[Hems.

Retailersldf(sporting[doods[adrconsumerdectronics mhight failor [staff ftaining b fbcus[dn [product
and[fechnical khowledge.

Explains[Bredson: [flybou're[ih(an@rea Wherefhelproductrangei$[cbnstantly [Evolving[and
changingHikchnologiesichangeih fbotwear, f&nnisrhckets [@nd[elxercise[Equipment @l fhefimed
you[might[deed[more[specificfechnical khowledgeftaining."

"But," [Helddds[kales[ftainingi§ fuist[as inportant Hifiiyoudont khow [How b [Skll [properly [@nd ybu
can'tldoselalshle, fhelproductkhowledgeBecomes(abit ifrelevant. We Keep i [mind Ehe[shying [Tkt
ourIéarning(léadfb(action, [motfbKhowledge'."

Clear(expectations

Fullbrook[shyslrétailers[need b [make [procedures(and(standards(crystalldear.

"Givelabsolutely [dear[guidanceldn fhelrequired[standard[df [performanceland[mhanagelpeople
againstfhoselstandards. Whatybufind With [mhany [retailers s fhey [give [peoplelittle[dr [Aoftaining
and[shy[déomeland Work[imthelshop’, Thenfhey reldisappointed With [peoples’[Ettitudes[dr How hey
perform. You[Deed b [Be Mery[prescriptive @boutWhat ybu ant, [Mlyou re[everlikely kb [get[if.



"It's@mostikelcreatinglalftanchise mhodel Biyoushell[f@lI [dut: Cwhen Ehere [@re Mo [customers (it
thelstorelyou’reldoinglthis, This[and [fhis. Mou[do[Mot[ever [stand @round {he [cbunter{alking, You[do
notlever[stand With our [Hack b Ehe[door[arfhelcustomer.’

"GivefhemI[goodttaining[sbfheyunderstandfhelstandards, fhen[thake[surefhelstoremhanager
monitors@nd(givesféedbackBased(dnfhoselstandards. MhankIhem Whenhey[doWell[@nd[pick
them [p [on [HWhen fhey[don't[perform.

"Ifvou Idok [at @l Fhe [peoplefhatdget [ (rightin [rétail [&ll [@roundEhe World, Whether [He
departmentl(stores like[Sears[in fhe[S[dr[companies(like Subway[drMcDonald’s, [f's [Becauseif’'s
been[mhade[@bsolutely [dearHthis s How oudo[i, [every ime'.

"Createlihcentivesthat(drive fheBehavioursouWant. It [doesn't fuist Have [fb [He [@bout Molumeldf
sales, [Hecauseldften[people(ih[rétail (Have [Molihfluenceldver fhat.

"UnderstandWhat[i8[ctitical b yourBusiness, find [@Way [df [measuring [, [@nd réward [people Who
achieveldr(go@bovelthelstandard."

LouisaWallace[3[GM[df[Partners[im[Organisational Development, [@n [dffshoot[dompany [created
from[dhe[Body[Shop’s[HR[Enhd[Itaining [department. [SheldescribesHow fhe [company Went[@bout
training [stafflacross(allstorestbdchieve [@lchangelih [dompany[culture: [N 2001, lourrétail
operations[departmentWantedfb[cdreate[morefheatre it fhe[stores[MThe Body[Shop Wanted b
developlalréputationforproductdemonstration [@nd [famperingcdustomers. We fhought, CHow[can
weldeveloplamicheWhereWerekhown [fbr[durldemonstration[culture?”’

"On[thelsurfacefhatmhight(sbund(really [Easy HGuist[Send [@lnewsletter b [Everyoneland kel Ehem
that'sWhatfheyHavelfb[startldoing. Butlybulchnithaginefhelskillskequired fbrdoing Hand
massages, [engagingWithfhe[dustomerWhileyou're

talking[@boutfhefeatures(and Benefits[df fhe [product, [@nd [doing [Min [Slich [@Way fhatfhe
customer[doesn’tfhink[Oh[my[God, this[idWeird, [detdut(df [mhy face’'[@ndhstead [really [Enjoys the
experience.

"Ttlrequired [Us b [establish [Exact [preferred [@utcomes. [Mystery [shopping Was[cbnducted [Before(and
afterheftaining[grogram.

"I [canhonestly [shy [ffbok fhe [Best[partof [dlchlendaryear b really [get Ehatihgrained With [the
existing [staff. [Andfhen[dbviously [as[Hew [peoplefoined We mhade[[cear FhatfhatWas[AneldfQur
expectations[up[ftont@ndfilWasihcludedintheihductionprogram."



Followup

SoHow[doybulensurefhelléssons@ren’tfbrgotten? ThtranetHased[ftainingmhodules(dre[an
increasingly [popularWay [af [checking fhe[progress[df idividual @mployees[@nd[réinforcing
workshop[Based[ftaining.

"The[Benefit[i$fhatiyouget[@ieryreal[pictureldf (How yburl@mployees(dre[progressing, Whether
theyunderstand fhelcbntent, [@nd you[chn @lso[ske, fbrhose Wholdropdutldffhe [company, [&t
what[pointthey[dropldut," [shysWalker.

Thelmost [effectiveitranet[Based[programs(arelimteractiveland Have [@lcbmpetitive [ar ihcentive
element. Thtranet[Based [programsare [mhore [SLited b [rétailers With [@Tdrge [Mumber [af [stores
spanningdifferent[states(and feérritories, like[HarveyNorman, [@sfhey[Helpprovide[cbnsistent[and
costl&ffectiveftaining[WhereWorkshops[alonelcannot.

Staff[@ppraisals, in[storeldbservation@ndlcbaching By [storethanagers(are[dther [Useful ays b
sharpenthelskillsléarned@nd@ssesswWhereflirther[ftaining[is [Meeded. [Angoingimdividual [@nd
team[Hased[ihcentives(@re(@somotivational.

Whether[if's[dnlineldrWorkshop [(Hased, [@tfhe[end[af the[day [ftaining [dnly orks [H[H(is fbllowed [Lip
by[cbaching, Warns[Tan[Segail [df McKenzie[donsulting.

MuttonldfHerringboneldgrees: Muizlandreinforce. [Bach [of [dur[Store[managers Has(alftainer’s
manual[andhey [mhake [motes fhroughoutfhe[Skason(dngachlindividual @nd [Bowwell Ehey've
accomplished[putting [fhe [ftainingihto [practice. [Hor[elxample, hey might (Be Mery [dood [at[sklling
suits[but[not[sb [good [@t[sklling ddies’[@pparel. (Mhat's[Extrafeedback [dn Wherelpeopleldrelstrong
andWhere[fhey're Weak [@ahd We[use fhatfb[customiseftaining b [mhake fhem[strong i [all [areas."

Measurelsuccess

Walker[df(The[Retail Doctor[shyslifisitnportantihenléngaging@lprofessional ftaining [cbmpany b
properly[articulatefhe[dutcomes[required.

"Firstldf(all, you [Meed b [Heery [cear@bout What fheKey [performancelindicators(df fhe[Husiness
are, Whatfhe[mhodels(are@nhd Whatfhe[gositioning[df the [retail (Husiness[i3.

"Someldfldur(dients(@reMeryHighldustomer[rklationship, High Malue[groduct(rétailers@nd[dthers



arel@ll@boutfhelsbeed of[grocess. Mheftaining 8 Ehilored b @chieving fhe [KPIs That[sitWithin
them.

"In[ohy Miew, There’s[do [point ftaining[Unless you(chn measurefhe résults. Training (S @n
investment, llike [@nhy[dtherBusinessihvestment."

Hawkins[agrees: Dbviously When youlske [(Bucksin Eheill'[@nd fhe[shles[réports(dre[showing
positivelgrowth, Thenfheliinpactlistherelih Black@ndWhite."

Theliinpact(dfldood[staffftaining[chn@lso Melskenih(staff[rbtention rates, hdividual [@mployees’
sales[records, [Averageftansaction Malue, [conversion [rhtes(and, [ih [Sbme[chses, [ohargins.

Customer[skrvicelchan(alsoBemeasured My mhonitoring[customer Mdyalty, [@dds [Eullbrook. (How
many [fimes[doyourlcustomersicomelHack?What[do fhey[Spend?"

But[heMarns(retailers(againstiplacing fbo[mhuch
reliancelan[clistomer(suirvey[results, Whichlare
usuallyskewedIbwards[clistomerswWholare
disgruntled. Thstead, (He[sliggests(rétailers(ask
regular(customersiguestionsWhenfheylcbme
tolthe[store(@boutMowWellthey'velBeen
looked[after.

Mystery[shopping[id[dlgood Way[fb[daugelthe
levelldf(shles[and[skrvicelpriorEbftainingland
alsolfb[measurelthelithprovements(afterwards.

Inlthe@roader[cbntext, [consistency [df léadershipdnfhelpart[af[storethanagers(is[crucial Ebhe
successldflany(store’s[ftaining(program. [If(staffftaining(is (Aigh [on fhe [@gendaldffherétailer@nd
that i3 [@[point[dommunicated ftom [Head[dffice fb(storel&vel, Ftaining WillBeldlcbncertedeffort
ratherfhan@fleetinglproject.



