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Retailing

In previous issues of TECVOC we shared the business benefits of National Vocational Qualifications in the business, financial and hospitality services sector.  In this issue, we continue with experiences from the retail sector in the U.K.

The Business
The Marks & Spencer Group, whose annual turnover is more than £7.2 billion, has two major areas of activity, retailing and financial services.  As a retailer, the company has stores and franchise operations worldwide occupying a total square footage of approximately 14 million and employing more than 63,000 staff.

Throughout the world, Marks & Spencer is known for its exceptionally high standards of quality and service.  The company has always placed great emphasis on the customer service provided by its store sales staff who are rigorously trained to provide a fast, friendly and knowledgeable service to every customer in every store.

So why has Marks & Spencer committed itself to NVQs?  Jo Clark, NVQ Training Manager, explained.  ‘We believed that NVQs would add value to our existing training programme.  From the company’s perspective, it was felt that NVQs were an appropriate business tool to further develop staff skills in order to maintain and enhance Marks & Spencer’s position as the leading retailer.  For staff, an NVQ represents external recognition and proof of their competence at a national standard.’

The NVQ Programme
NVQs were first introduced to a small number of young staff who were trainees on the company’s Young Employee’s Scheme, and this experience was used to launch a pilot scheme to experienced staff in 12 different types of store.

The company quickly identified that the key to success would be effective communication of the NVQ concept and a complete training package was developed which included open learning briefing packs for management teams, practical training workbooks for assessors and candidates, and a programme of communication roadshows throughout the country.
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Since the beginning of the NVQ programme in 1992, more than 7,500 store sales assistants have achieved NVQ Level 2 retailing and a further 4,500 are working towards the qualification.  In addition, nearly 500 supervisors, health and safety officers and stock handlers have undertaken NVQs in wholesaling, warehousing and stores, management, occupational health and catering.


The Benefits


Jo Clark, NVQ Manager, believes that Marks & Spencer can quantify real benefits and returns from its investment in NVQs.  ‘As the NVQ concept is based on individual competence, we have become more focussed on identifying individual training needs.  Staff respond well to this approach and their performance improves as a result of increased self-confidence and esteem.’


Other benefits include, a more systematic approach to the process of annual staff personal development reviews; and increased job satisfaction through an enhanced awareness of the content and complexity of their job roles.


Jo Clark sums up the company’s view:  “NVQs are now firmly established within Marks & Spencer as a key training and development tool bringing significant benefit both to the individual and the company.”





Source:  Qualifications and Curriculum Authority, UK



















































































The Business Benefits of NVQs …


The Employer’s Story











The TVET Council plans to introduce Barbados’ National Vocational Qualifications in the near future.  At present, Industry Lead Bodies in Information Technology, Tourism and Hospitality and Customer Service are working to develop and define occupational standards upon which the NVQs for those sectors will be based.
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