
RETAIL TEAM LEADER  
APPRENTICESHIP

Retail team leaders provide vital 
support to managers, delivering 
exceptional customer service and a 
positive experience to customers. They 
may have to deputise for managers in 
their absence.

The role is dynamic and in any given day can 
involve a variety of different functions. Most 
significantly retail team leaders guide and 
coordinate the work of the team to complete 
tasks, identify and explore opportunities 
that drive sales, ensuring team members 
maintain business standards in relation to 
merchandising, service and promotional 
activities, in line with procedures.

Retail team leaders strive to gain the best 
results from their team on a day to day 
basis, ensuring they are fully trained, work 
effectively and to the best of their ability.

Entry

Employers will set their own 
entry requirements in order to 
start on this apprenticeship.

Duration

Typically this apprenticeship 
will take 12 months.

Level

This apprenticeship standard 
is set at level 3.

Progression

Progression from this apprenticeship 
could be into a junior retail 
management position.

Functional Skills

If the employee does not have maths 
and English GCSE passes at grade C or 
above, they will need to pass maths and 
English Functional Skills level 2 during 
their Apprenticeship.

End Assessment

To achieve this apprenticeship standard, 
the employer, training provider and 
apprentice will agree when the apprentice 
is competent and ready to undertake the 
independent end point assessment.

HIT Professional Trainers

Alongside the apprentice they will 
agree on a personal learning and 
development plan, setting a timetable 
of learning activities in preparation for 
the End Point Assessment (EPA).

The HIT Training Consultant will meet 
with the apprentice regularly either 
online or face to face to complete 
and review assessments, provide 
further coaching where required and 
agree the next steps of learning.

For more information contact us at:

0800 093 5892 
info@hittraining.co.uk  |  hittraining.co.uk



Knowledge and Understanding (Know it) Skills (Show it) Behaviours (Live it)

Customer Understand the customer profile of 
the business, their purchasing habits 
across a retail calendar year and how 
to meet and exceed their needs. 
Know the best ways to drive the team 
to increase sales, secure customer 
loyalty and attain business targets

Monitor customers’ enquiries and 
service requirements; coach and 
support team members to use 
appropriate methods e.g. face to 
face or remote such as on-line 
facilities, to deliver consistent  
and exceptional service that 
provides customers with a  
positive experience

Act as a role model to champion 
excellent customer service by always 
looking to improve customers’ 
experience through a welcoming 
and professional approach which 
builds strong customer relationships

Business Understand the purpose of the 
business including its vision, 
objectives and brand / business 
standards, how they compare to its 
competitors and how own role, and 
the team, help to achieve them

Work with the team to maintain 
brand / business standards at all 
times and identify and address 
any potential risks according 
to business procedures

Demonstrate personal responsibility 
for meeting the objectives of 
the team and the business

Financial Understand how own actions and 
those of the team can contribute to 
the overall financial performance of 
the business by increasing sales e.g. 
through product positioning, and 
minimising costs through effective 
stock control and prevention  
of theft

Support the achievement of 
financial targets by planning 
and monitoring resources. 
Use resources effectively and 
efficiently to meet expected 
demand. Oversee the areas that 
impact on financial performance 
in own area of the business in 
line with business procedures

Demonstrate commercial awareness 
and act responsibly and with  
integrity to protect the financial 
position of the business

Leadership Understand how to organise the team 
on a daily basis to achieve objectives, 
and recognise the importance of 
contingency planning to meet business 
requirements; know limits of authority 
when deputising for line manager

Use available information to 
coordinate the work of the team 
so that the right people and 
resources are in the right place  
at the right time to ensure 
consistent brand / business 
standards are delivered. 
Deputise for line manager 
within limits of own authority

Display decisive thinking when 
making decisions that are in the  
best interest of the business.  
Use sound judgement; take 
prompt action in the case of 
problems relating to resources

Marketing Understand how the brand / business 
is positioned externally, particularly in 
relation to local and online competitors 
and how its products / services 
meet consumer trends. Understand 
how own actions, and those of the 
team can impact on customers’ 
perception of the brand / business

Support the team to ensure they 
understand and engage in the 
marketing activities and plans of 
the business and help ensure  
that customers have the 
best possible experience

Proactively seek to understand local 
consumer trends, competitors’ offers 
and promotions, and customer 
needs and expectations, report to 
manager, seek feedback and take 
action in area of responsibility

Communication Understand how to support 
effective communication, quickly 
determining the situation and needs 
of individuals and how to respond 
in the most appropriate way using a 
variety of techniques and methods, 
for example face to face and / 
or remotely to include on-line

Adapt style of communication 
according to the audience, 
monitor the effectiveness 
of and encourage excellent 
communications across all 
operations that achieve the 
best result for the business 
including verbal, written and 
on-line communications

Demonstrate positive verbal and 
body language using concise and 
clear methods of communication, 
taking on board other peoples’ 
points of view and responding in  
a way that is considerate to  
the audience

Sales and 
Promotions

Understand the factors which can  
determine and affect sales and 
promotions throughout the retail year 
and how to coordinate and implement 
them to support business objectives

Communicate sales targets to  
the team and support them, 
recognising and acting on 
opportunities to maximise 
revenue, for example through link 
selling and drawing customers’ 
attention to promotional offers

Proactive in looking for cost effective 
sales opportunities and ways to  
enhance revenue



Knowledge and Understanding (Know it) Skills (Show it) Behaviours (Live it)

Product and 
Service

Know and promote the features and 
benefits of products / services, their 
unique selling points, the skills required 
to sell them, where items fit into 
product ranges, associated products 
and services, where to find detailed 
information if required and other 
relevant information such as delivery 
lead time, accessibility and source

Maximise opportunities to increase 
sales by ensuring team know and 
understand the features, benefits, 
unique selling points and other 
relevant information relating to 
products, product ranges and 
services offered by the business

Promote all products and services 
confidently, demonstrating  
excellent knowledge and 
understanding of them

Merchandising Know methods of merchandising 
throughout the retail operation, 
including point of sale, the retail 
calendar and local needs e.g. 
geographical, topical or  
weather based

Ensure team replenish and 
maintain merchandising according 
to business requirements, the  
retail calendar and local needs  
e.g. geographical, topical 
or weather based

Communicate and encourage the 
merchandising principles, standards 
and commerciality to the team

Stock Understand the principles of stock 
control from sourcing to sale / supply. 
Understand the management of stock 
levels, security, restrictions (e.g. age 
restricted products), wastage and 
effective systems for  
recording them

Ensure team complies with 
stock procedures to minimise 
stock damage or loss, maximise 
income and comply with 
legal requirements; and take 
appropriate action to sell stock 
that is near the end of its product, 
promotional or shelf life

Take a proactive approach and 
lead the team to effective stock 
management, ensuring stock 
is accessible and available in 
line with quality requirements, 
where and when needed

Technology Understand how current and emerging 
technologies support retail operations 
and sales whether customer facing  
or remote, and how best to 
operate them to achieve an 
efficient and effective service

Oversee the appropriate use 
of technology in line with 
business policy and follow 
the appropriate procedures 
to deal with service issues

Is an advocate for the effective 
and efficient use of technology

Developing Self 
and Others

Understand the knowledge, skills 
and behaviours required of self and 
others to develop a high performing 
team in the business. Understand 
team dynamics and the importance of 
enabling team members to appreciate 
their role in the wider organisation 
and in meeting business objectives

Plan, organise, prioritise and 
oversee own and team members’ 
activities, supporting their 
induction, training, development 
and coaching, and delegating 
tasks fairly and appropriately 
to meet business objectives

Take responsibility for own 
performance, learning and 
development. Develop positive 
relationships with team members, 
embracing new and better ways  
of working

Team 
Performance

Know how to identify and develop 
excellent team performance. 
Understand how the performance 
of the team contributes to the 
overall success of the business

Lead the team on a daily basis, 
setting targets and reviewing 
progress against them. Motivate 
team members, provide coaching 
and on job training. Identify conflict 
within the team and work to 
resolve this with support  
from others

Positively and confidently challenge 
poor performance and reward 
excellent performance in line 
with business procedures

Legal and 
Governance

Understand the importance of business 
compliance to legal requirements and 
supporting the team to operate in line 
with business policy and procedures

Ensure self and team always 
comply with legal requirements, 
respond quickly to identified  
risks and ensure they are 
dealt with in line with business 
procedures and reported to 
the appropriate member(s) 
of the management team

Be responsible, advocate and 
adhere to the importance of  
working legally in the best 
interests of all people

Diversity Understand how to work with and 
support people from a wide range 
of backgrounds and cultures and 
the business policy on diversity

Ensure team members are  
aware of and follow business 
policies relating to diversity.  
Make reasonable adjustments  
as required for customers or  
team members

Operate in an empathic, fair 
and professional manner with 
all individuals regardless of 
background and circumstances



Retail Business Project

A project requiring the apprentice to look at an immediate 
opportunity, problem, challenge or idea within their retail 
environment. This could be a project to identify a potential cost 
saving for the business through improving efficiency, reducing 

waste or finding alternative ways of working to achieve  
business objectives and should include a research proposal, 
identify measurable improvements and make recommendations 
for implementation.

Professional Discussion

◗	 1 hour structured meeting

◗	 Led by the independent end assessor, involving the apprentice 
and employer (e.g. line manager)

◗	 Focusing on how they have performed during the 
apprenticeship and their overall achievement of the knowledge, 
skills and behaviours in the standard.

On Demand Test

◗		60 minute on demand multiple choice test

◗		Scenario based questions, usually taken on screen

◗		Externally set and marked automatically by the  
assessment organisation

◗		Undertaken either on the employer’s premises or off site.

Completion

Independent end assessor confirms that each assessment 
element has been completed. The grade is determined by 
the independent end assessor on the overall performance of 

the apprentice in the retail business project and professional 
discussion: Pass / Distinction / Fail.

INDEPENDENT END POINT ASSESSMENT
The end point assessment will only commence once the employer, apprentice and HIT Training Consultant are 

confident that the apprentice has developed all the knowledge, skills and behaviours defined in the apprenticeship 
standard and clearly evidenced by the on-programme progression review meetings and records. 

The independent end point assessment ensures that all apprentices consistently achieve the industry set professional standard and can 
commence at any point once the apprentice is competent after the minimum period of learning and development. Prior to independent 

end point assessment the functional skills English and maths components of the apprenticeship must be successfully completed.

Summary of Independent End Point Assessment Process

The apprentice will be assessed to the apprenticeship standard using three complementary assessment methods. 
The assessment is synoptic, i.e. takes a view of the overall performance of the apprentice in their job. The assessment 

activities will be completed by the independent end point assessment organisation as follows:

Independent end point assessment organisations 
Approved assessment organisations are registered on the SFA Register of apprenticeship assessment 
organisations. Assessment organisations are responsible for ensuring assessments are conducted fairly and 
that assessments are valid, reliable and consistent. To access the list and find an assessment organisation visit:  
https://www.gov.uk/government/publications/using-the-register-of-apprentice-assessment-organisations. 
The employer will approve and appoint the assessment organisation to undertake the independent 
end point assessment of the apprentice. 
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