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1. LEARNING OBJECTIVES (NEP 2020)

The curriculum for Retail Management at the Senior Secondary level aims to ensure that students are able to:

Understanding Retail Structure: Gain comprehensive knowledge of the retail industry structure,
formats, trends, and organized vs. unorganized sectors.

Store Management Skills: Develop proficiency in store layout design, visual merchandising, inventory
management, and efficient warehouse operations.

Customer Service Excellence: Master the art of customer relationship management, handling
complaints effectively, and building customer loyalty.

Sales & Marketing Proficiency: Acquire practical skills in sales techniques, product demonstrations,
pricing strategies, and retail marketing.

Retail Technology: Demonstrate proficiency in using retail technologies including POS systems, retail
software, and data analytics.

Problem-Solving: Apply practical retail knowledge to solve real-world business problems and manage
store operations effectively.

2. COURSE STRUCTURE & MARKS DISTRIBUTION

Unit Title Marks
1 Introduction to Retail Management 10
2 Store Operations and Management 10
3 Customer Relationship Management 12
4 Sales and Marketing in Retail 14
5 Retail Analytics and Technology 14
Total Theory Marks 60
Practical Work 20
TMA 20
Grand Total 100
3. DETAILED THEORY SYLLABUS (70 MARKS)
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_Unit 1: Introduction to Retail Management

- 14 Marks
e Evolution and types of retail.
*  Retail formats (Department stores, Supermarkets, Malls, E-commerce).
e  Retail environment and trends.
e Organized vs Unorganized retail.
e 2: TR J9a 3R yauq 14 3®
o R BT AAIT MR Soig|
o fager afeRRim ) aeie |
o T AN B g I
o TP DI ISR IR IIEFH &1 FHF
o TR S URTEA
Unit 2: Store Operations and Management 14 Marks
e  Store layout and design.
e Visual merchandising techniques.
e Inventory management basics.
e Stock handling and warehouse operations.
e  Store administration.
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Unit 3: Customer Relationship Management 14 Marks
e Understanding customer behavior.
e  Customer service excellence.
e Handling customer complaints.
e Loyalty programs and CRM tools.
e  Retail communication skills.
gfae 4: Rea A {3k arbie 14 3@
o [P B awHIe IR Ul
o JIWE B! TGN R U=
o geg-fFuRor it xoFifaEl|
o TUR-UER &I Afafafial
o T H fSforea A
Unit 4: Sales and Marketing in Retail 14 Marks
e Sales techniques and process.
e  Product knowledge and demonstration.
e  Pricing strategies.
e Promotional activities.
e Digital marketing in retail
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Unit 5: Retail Analytics and Technology 14 Marks
e Point of Sale (POS) systems.
e Retail software and applications.
e Data analytics in retail.
e  E-commerce platforms.
e Supply chain basics.
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4. PRACTICAL WORK (20 MARKS)

Objectives: To provide students with hands-on ex

s: : perience in retail operations, customer service scenarios, visual
merchandising, and usage of retail software tools.

Assessment Breakdown:

Practical Examination

) 2 05 Marks
Practical File/Portfolio 05 Marks
Project Work 05 Marks
Viva Voce 05 Marks
Total 20 Marks

Practical Components & Requirements:

* Software Requirements: MS Office (Excel, PowerPoint), POS Software (Demo), E-commerce platforms,
Retail Management Software (Demo).

Practical File: At least 15 activities covering store layout design, visual merchandising plans, customer
service scenarios, sales presentations, inventory management exercises, and retail analytics reports.
L

Project Work: Comprehensive retail project such as store analysis, marketing plan for a retail outlet,
customer survey analysis, or e-commerce business plan.

5. CAREER OPPORTUNITIES & SKILLS

Key Concepts & Skills

e Core Concepts: Retail Formats, Consumer Behavior, Supply Chain Management, Merchandising, Store

Operations.
e  Practical Skills: Sales Techniques, CRM Software Usage, Visual Merchandising, Inventory Control, Retail
Analytics.
Career Roles & Average Monthly Income —l
Role Income Range (INR)

Retail Store Manager 320,000 - %80,000
Sales Executive ¥18,000 - 360,000
Visual Merchandiser %22,000 - 70,000
Inventory Manager %25,000 - 390,000
Customer Service Manager %20,000 - ¥75,000
Retail Operations Manager %30,000 - %1,20,000
E-commerce Manager %28,000 - ¥1,00,000
Category Manager %32,000 - %1,30,000
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6. STUDY MATERIAL & RESOURCES

- Introduction to Retailing by various authors
- Customer Service Excellence guides

Resource Type Details

Prescribed Textbooks 1. Retail Management (Class XIl) - CBSE/NCERT Publication
Self-Learning Material CBSE SLM for Retail Management (Code 840)

Reference Books - Retail Management by Swapna Pradhan

Online Resources - Retail Association of India (RAI)
- National Skill Development Corporation (NSDC)
- LinkedIn Learning Retail courses

Software Tools - MS Office Suite, POS Demo Software
- Google Analytics
- E-commerce platforms

3ih fA=awuT / Marks Analysis
Component Details Marks
Theory Written Examination 60 Marks
TMA Tutor Marked Assignmen 20 Marks
Practical Periodic Test + Multi Assessment + Enrichment + Portfolio 20 Marks
Total 100 Marks
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