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CUSTOMER SERVICE
ELEMENT 3: THE CUSTOMER SERVICE DESK



SeSSION 1: 



SeSSION 2: 
Retail staffing structure 

Activities to support learning Learning  
Outcomes

Differentiation  
& Resources

Before we move further into the structure around supporting a customer from the 
customer services desk it is worth looking at the staffing structure in a retail store. 

1.	� Using the activity see if the students can name the different roles within retail. 

	� Security, manager, deli, HR, till operator, general assistant,  
customer service desk, cleaner

2.	� Further on from the roles within retail activity see if the students can match any to 
the staffing structure flashcard.

3.	� Using the staffing structure see if the students can use a computer to find different 
job descriptions for each/some of the roles.

	� 3a.  �As the students work through some of the job descriptions see if they can 
identify any of the skills that they might have. Along with any jobs that they 
may like to do in the future.

Task variation: See if the students can complete any of the activity with support 
from teaching staff, start with the picture and guessing their job role. 

>	� Understanding what a 
staffing structure is

>	� Understanding the 
staffing structure in 
retail

>	� Relating roles to 
actions

>	� Computer skills 

>	� Reading

>	� Self-evaluation

>	� Speaking

>	 �UN1E303 - Retail  
store staffing structure 
flash card, this link 
might help

>	 �UN1E304 - Retail job 
roles activity 

>	 �Access to a Computer

>	 �Paper 

>	 �Pens
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https://www.shopify.com/retail/retail-jobs-common-positions




SeSSION 4: 
Job description exploration 

Activities to support learning Learning  
Outcomes

Differentiation  
& Resources

Allow the students to look over the job description,

See if they have met any of the skills through the sessions?

Did they find any of the skills easy?

Did they find anything difficult?

Had they completed some of the tasks before?

See if this would be something they would like to do as a job?

For those that wish to, you could hold a mock interview asking questions around the 
skills they have learnt related to retail. 

>	� Skill identification

>	� Linking activity to 
careers and subject 
learning

>	� Speaking

>	� Listening

>	� Reading

>	 �UN1E305 - Retail 
Manager Job 
description 
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