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INSTRUCTIONAL AREA 

Operations

PARTICIPANT INSTRUCTIONS

PROCEDURES

1.
The event will be presented to you through your reading of these instructions, including the Performance Indicators and Event Situation. You will have up to 10 minutes to review this information to determine how you will handle the role-play situation and demonstrate the performance indicators of this event. During the preparation period, you may make notes to use during the role-play situation.

2.
You will give an ID label to your adult assistant during the preparation time.

3.
You will have up to 10 minutes to role-play your situation with a judge (you may have more than one judge).

4.
You will be evaluated on how well you meet the performance indicators of this event.

5.
Turn in all your notes and event materials when you have completed the role-play.

PERFORMANCE INDICATORS 

1. Identify the key loss prevention methods used by retailers to reduce shrinkage. 

2. Explain routine security precautions. 

3. Explain the employee’s role in expense control. 

4. Demonstrate responsible behavior.

5. Demonstrate ethical work habits. 

EVENT SITUATION

You are to assume the role of lead sales associate at American Casuals Clothiers. You have been asked to meet with a new employee (judge) to discuss security issues. 

American Casuals Clothiers is an independent retail store focusing on outdoor casual wear for men and women of all ages. As lead sales associate, you are also responsible for new employee training. New employees are given an employee handbook to read and review before starting to work. As new employees are hired, you are to provide immediate training within the first day or two of employment. 

Because of recent high turnover and increased business, several new employees have been put on the sales floor without immediate training. In addition, several new employees have not received a copy of the employee handbook. One such employee (judge) has been working at American Casuals Clothiers for one week.

It has been brought to the store manager’s attention that new employees are not following store procedures. For example, on three occasions, one new employee (judge) has taken a sweater off the rack to wear during the last hour or two of his/her shift because he/she was cold. Each time the sweater has been worn home by mistake and returned the next day. The store manager has asked you to meet with all new employees to go over security issues and have them sign the policies and procedures form, to be placed in their permanent file. 

You have asked the new employee (judge) who has been wearing store merchandise home to meet with you in the training office. In the course of the meeting, you should:

· Explain routine security precautions while on the sales floor.

· Discuss inventory control and the role of employees in maintaining loss prevention.

· Discuss merchandise shrinkage.

· Explain employees’ role in maintaining merchandise. 

· Discuss the importance of the store policies and procedures. 

· Explain why employees must read and sign the Associate Store Security Policies & Procedures form (SEE ATTACHED FORM).

The new employee (judge) will begin the role-play by greeting you and asking why you have asked for the meeting. After you have made your presentation and have answered the new employee’s (judge’s) questions, the new employee (judge) will conclude the role-play by thanking you for explaining the procedures.

Associate Store Security Policies & Procedures

Associates of American Casuals Clothiers must abide by the following policies and procedures:

All sales associates shall:

1.
Approach and greet all customers immediately upon entering the assigned department.
2.
Maintain control of the fitting rooms at all times. No customers should be left unattended while in the fitting rooms.  
3. Maintain a safe store environment (floors and aisle passages).
4. Inform management immediately of any suspicious customers.
5. Recognize the store as a work place and not entertain frequent visitors while on duty.
6. Enter and exit the store only through the front door when reporting to work, leaving the store for breaks and upon completing the workday.
7. Adhere to random purse and package checks by management personnel.
8. Keep all handbags and packages secured in the designated lock box during his/her shift.
Additional guidelines and procedures regarding purchases are as follows:

9.
No employee shall wear store merchandise unless it has been purchased.
10. Employees are entitled to a store discount on any regularly priced merchandise. Discounts may vary depending on the type of merchandise, special purchases and sale items.
11. Sales associate purchases must be completed by management and tallied on an employee purchase log.

Additional Comments:











I have read and discussed the above policies and procedures and understand my responsibilities as an associate of American Casuals Clothiers.

Associate Signature






Date

JUDGE’S INSTRUCTIONS
DIRECTIONS, PROCEDURES AND JUDGE’S ROLE

In preparation for this event, you should review the following information with your event manager and other judges:

1. Procedures

2. Performance Indicators 

3. Event Situation

4. Judge Role-play Characterization

Participants may conduct a slightly different type of meeting and/or discussion with you each time; however, it is important that the information you provide and the questions you ask be uniform for every participant.

5. Judge’s Evaluation Instructions

6. Judge’s Evaluation Form

Please use a critical and consistent eye in rating each participant.

JUDGE ROLE-PLAY CHARACTERIZATION

You are to assume the role of a new sales associate at American Casuals Clothiers. The lead sales associate (participant), who is responsible for employee training, has asked you to meet with him/her to discuss security issues.

American Casuals Clothiers is an independent retail store focusing on outdoor casual wear for men and women of all ages. The current store training policy is to provide new employees with an employee handbook to read and review before starting to work. New employees are to be provided training by the lead sales associate (participant) within the first day or two of employment. 

Because of recent high turnover and increased business, several employees have been put on the sales floor without immediate training. In addition, several new employees have not received a copy of the employee handbook. You are one of the new employees who have not receiving training or a copy of the company policy and procedures.

You have been employed for one week and, without knowing, have broken company policy several times. The store is well air-conditioned, causing you to be so cold that you have taken sweaters off the rack to wear in the store during the last hours of your shift. By mistake, you wore the sweaters home, but returned them the very next day. You have done this at least three times.

The store manager has told the lead sales associate (participant) to meet with all new employees to go over security issues and have them sign the policies and procedures form, to be placed in their permanent file. 

The lead sales associate (participant) has asked to meet with you in the training office to discuss store policies and procedures. In the meeting, the lead sales associate (participant) should: 

· Explain routine security precautions while on the sales floor.
· Discuss inventory control and the role of employees in maintaining loss prevention.
· Discuss merchandise shrinkage.
· Explain employees’ role in maintaining merchandise. 
· Discuss the importance of the store policies and procedures. 
· Explain why employees must read and sign the Associate Store Security Policies & Procedures form (SEE ATTACHED FORM).

During the course of the role-play you should ask the following questions of each participant:

1.
Do these policies apply to everyone?  I see some managers wearing store merchandise.

2.
Is signing this form some kind of reprimand?  I didn’t know the policy until now.
3.
Have you ever considered having employees wearing store merchandise? It could be good promotion for the store.

You will begin the role-play by greeting the lead sales associate (participant) and asking why you were asked to meet with him/her. After the lead sales associate (participant) has completed the presentation and has answered your questions, you will conclude the role-play by thanking him/her for explaining the procedures.

You are not to make any comments after the event is over except to thank the participant.

Associate Store Security Policies & Procedures

Associates of American Casuals Clothiers must abide by the following policies and procedures:

All sales associates shall:

1.
Approach and greet all customers immediately upon entering the assigned department.
2.
Maintain control of the fitting rooms at all times. No customers should be left unattended while in the fitting rooms.  

3.   Maintain a safe store environment (floors and aisle passages).
4.   Inform management immediately of any suspicious customers.
5.   Recognize the store as a work place and not entertain frequent visitors while on duty.
6.  Enter and exit the store only through the front door when reporting to work, leaving the store for breaks and upon completing the work day.
7.  Adhere to random purse and package checks by management personnel.
8.  Keep all handbags and packages secured in the designated lock box during his/her shift.
Additional guidelines and procedures regarding purchases are as follows:

9.
No employee shall wear store merchandise unless it has been purchased.
10. Employees are entitled to a store discount on any regularly priced merchandise. Discounts may vary depending on the type of merchandise, special purchases and sale items.
11. Sales associate purchases must be completed by management and tallied on an employee purchase log.

Additional Comments:











I have read and discussed the above policies and procedures and understand my responsibilities as an associate of American Casuals Clothiers.
Associate Signature






Date

JUDGE’S EVALUATION INSTRUCTIONS

Evaluation Form Information

The participants are to be evaluated on their ability to perform the specific performance indicators stated on the cover sheet of this event and restated on the Judge’s Evaluation Form. Although you may see other performance indicators being demonstrated by the participants, those listed in the Performance Indicators section are the critical ones you are measuring for this particular event.

Evaluation Form Interpretation

The evaluation levels listed below and the evaluation rating procedures should be discussed thoroughly with your event chairperson and the other judges to ensure complete and common understanding for judging consistency.

	Level of Evaluation
	Interpretation Level

	
	

	Exceeds Expectations
	Participant demonstrated the performance indicator in an extremely professional manner; greatly exceeds business standards; would rank in the top 10% of business personnel performing this performance indicator.

	
	

	Meets Expectations
	Participant demonstrated the performance indicator in an acceptable and effective manner; meets at least minimal business standards; there would be no need for additional formalized training at this time; would rank in the 70-89th percentile of business personnel performing this performance indicator.

	
	

	Below Expectations
	Participant demonstrated the performance indicator with limited effectiveness; performance generally fell below minimal business standards; additional training would be required to improve knowledge, attitude and/or skills; would rank in the 50-69th percentile of business personnel performing this performance indicator.

	
	

	Little/No Value
	Participant demonstrated the performance indicator with little or no effectiveness; a great deal of formal training would be needed immediately; perhaps this person should seek other employment; would rank in the 0-49th percentile of business personnel performing this performance indicator.


JUDGE’S EVALUATION FORM

AAM-08

Operations

DID THE PARTICIPANT:
	1. Identify the key loss prevention methods used by retailers to reduce shrinkage?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempts at identifying the key loss prevention methods used by retailers were inadequate or weak.
	Adequately identified the key loss prevention methods used by retailers to reduce shrinkage.
	Effectively identified the key loss prevention methods used by retailers to reduce shrinkage.
	Very effectively identified the key loss prevention methods used by retailers to reduce shrinkage.

	
	
	
	

	2. Explain routine security precautions?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempts at explaining routine security precautions were inadequate or weak.
	Adequately explained routine security precautions.
	Effectively explained routine security precautions.
	Very effectively explained routine security precautions.

	

	3. Explain the employee’s role in expense control?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempts at explaining the employee’s role in expense control were weak or incorrect.
	Adequately explained the employee’s role in expense control.
	Effectively explained the employee’s role in expense control.
	Very effectively explained the employee’s role in expense control.

	

	4. Demonstrate responsible behavior?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempts at demonstrating responsible behavior were inadequate or unclear.
	Adequately demonstrated responsible behavior.
	Effectively demonstrated responsible behavior.
	Very effectively demonstrated responsible behavior.

	

	5. Demonstrate ethical work habits?

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 2
	4, 6, 8
	10, 12, 14
	16, 18

	Attempts at demonstrating ethical work habits were inadequate or weak.
	Adequately demonstrated ethical work habits.
	Effectively demonstrated ethical work habits.
	Very effectively demonstrated ethical work habits.

	

	6. Overall impression and response to the judge’s questions.

	Little/No Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations

	0, 1
	2, 3, 4
	5, 6, 7
	8, 9, 10

	Demonstrated few skills; could not answer the judge’s questions.
	Demonstrated limited ability to link some skills; answered the judge’s questions adequately.
	Demonstrated the specified skills; answered the judge’s questions effectively.
	Demonstrated skills confidently and professionally; answered the judge’s questions very effectively and thoroughly.


Judge’s Initials 

TOTAL SCORE 

Published 2008 by DECA Related Materials. Copyright © 2008 by DECA Inc. No part of this publication may be reproduced for resale without written permission from the publisher. Printed in the United States of America.




