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1. General Information

Program Title: Cashier (Retail & Services)

Qualification Level: Vocational Certificate

Training Sector: Retail and Services

Program Type: Short-Term Vocational Training

Total Duration: 150 Training Hours

Training Period: 30 Training Days

Daily Hours: 5 Hours

Delivery Mode: In-Person / Practical Training

Language of Instruction: Arabic (with operational English terminology where
applicable)

2. Program Overview

This program is designed to respond to labor market needs within the retail
and service sectors by preparing qualified cashiers capable of performing
financial and sales operations accurately and professionally.

The program addresses the growing demand for skilled front-line retail staff
who are proficient in POS systems, financial transaction management,
customer service, and basic accounting principles. It ensures alignment with
institutional operational standards and quality service requirements.

3. Occupational Description
The Cashier is responsible for:
e Operating the point-of-sale (POS) system
e Processing financial transactions (cash, card, electronic payments)
e Issuing invoices and receipts
e Managing daily cash register opening and closing procedures
e Performing cash reconciliation
e Providing customer service and handling complaints

e Supporting sales through upselling and cross-selling techniques

The cashier works under the supervision of the store manager or financial
supervisor and interacts directly with customers and internal staff.

4. Competency-Based Learning Outcomes

The trainee will be able to:

A. Technical Competencies

e Operate POS systems accurately, including scanning, manual entry, voids, and
corrections.

e Process multiple payment methods (cash, card, digital, vouchers) correctly and
securely.




Perform opening and closing register procedures in compliance with store policy.

Issue receipts and invoices accurately and maintain proper transaction

documentation.

Execute returns, exchanges, and refunds following established procedures.

Conduct accurate end-of-shift cash reconciliation and discrepancy reporting

B. Accounting Competencies

C. Customer Service Competencies

Understand and apply basic
accounting concepts: revenue,
expenses, profit, and loss.

Accurately record daily financial
transactions in the POS system.

Calculate change, totals, discounts,
and refunds correctly.

Interpret daily sales reports, including
revenue breakdown and payment
methods.

Identify and document financial
discrepancies and transaction errors.

[1 Recognize the financial impact of
errors on profitability and operational
performance.

Deliver professional, courteous, and
customer-focused service at the point of
sale.

Apply effective verbal and non-verbal
communication techniques.

Handle customer inquiries, complaints,
and difficult situations calmly and
professionally.

Explain store policies clearly and
respectfully.

Maintain a positive attitude under
pressure and during peak hours.

Foster customer trust through
accuracy, transparency, and respectful
interaction.

D. Sales Competencies

E. Soft Skills Competencies

Apply ethical upselling and cross-
selling techniques appropriately.

Present promotions and bundled offers
clearly and accurately.

Recognize customer needs and suggest
relevant complementary products.

Contribute to increasing average
transaction value while maintaining
customer satisfaction.

Support revenue goals through
efficient, accurate, and service-oriented
checkout performance.

Demonstrate integrity, accountability,
and ethical conduct in financial
handling.

Manage time effectively and maintain
workflow efficiency.

Work collaboratively with colleagues
and supervisors.

Maintain composure and problem-
solving ability under work pressure.

Show adaptability when facing system
errors or unexpected situations.

Exhibit professionalism, punctuality,
and workplace discipline aligned with
labor market expectations.

Basic Personal traits are required for
program candidates to gain any skill.

5. Training Methodology

The program follows a Competency-Based Training (CBT) approach and
includes:




e Interactive lectures

e Practical exercises

e Role-play simulations

e POS system hands-on training

e Accounting practice sessions

e Real-work environment simulation
e Continuous formative assessment

At least 60% of the program hours are dedicated to practical application.

6. Assessment and Evaluation

Component Suggested Weight
Practical Simulation 55%
Written Exam 15%
Financial Reconciliation Test 10%
Customer Service Role-play 10%
Professional Behavior 10%

Total: 100%
Pass Criteria

To successfully complete the course, the trainee must:

e Achieve minimum 70% overall score

e Demonstrate safe and accurate cash handling

e Show competency in POS use

e Complete reconciliation correctly (apply on different currencies)
e Handle customer interaction professionally

e Avoid critical financial or ethical violations

7. Program Structure

Module Module Title Hours

Module 1 Introduction to the Retail Sector and the 10
Role of the Cashier

Module 2 Daily Tasks and Responsibilities of the 25
Cashier

Module 3 Organizing the Point of Sale and Work 15
Preparation

Module 4 Introduction to POS Systems 25

Module 5 Product Entry and Barcode Handling 20

Module 6 Payment Methods and Financial 15

Operations Management



Module 7 Issuing Invoices and Receipts Correctly 15

Module 8 Managing Returns and Exchanges 10

Module 9 Daily Cash Register Opening and S
Closing Procedures

Module 10 Introduction to Basic Accounting 10
Concepts

Module 11 Practical Cash Reconciliation

Module 12 Concept and Importance of Customer
Service

Module 13 Effective Communication Skills with
Customers

Module 14 Upselling and cross selling Techniques
Module 15 Full Week Simulation
Total 150 Hours

8. Detailed Curriculum Plan

Module 1: Introduction to the Retail Sector and the Role of the
Cashier

By the end of this module, the trainee will be able to:

e Explain the four primary roles of a modern cashier.
e List the essential technical steps of a transaction, from greeting to bagging.

e Recognize the main roles and responsibilities of a cashier.
Understanding the Retail sector

The retail sector includes businesses that sell products or services directly to customers for
personal use. It is the final step in the supply chain, where goods reach the end user.

Common retail and service environments Key characteristics of retail work
e Supermarkets and grocery stores e Direct customer interaction
e Clothing and fashion shops e Fast-paced environment
e Pharmacies e Accuracy and speed are essential
e Electronics and appliance stores e Handling money and transactions
responsibly

e Restaurants and cafés
e Assistance for self-checkout

e Shopping malls and department machine Users

stores

1.1 The Role of the Cashier



The cashier is the final point of contact between the customer and the business. This role
combines financial responsibility, customer service, and operational support.

Main responsibilities:

e Greeting customers politely,assist them when required
e Scanning or entering items correctly

e Processing payments (cash, card, mobile, vouchers)

e Issuing receipts

e Providing correct change

e Packing items when required

The Multi-Faceted Role of the Cashier

A cashier's job extends far beyond "pushing buttons." In the modern sector, you
fulfill four primary roles:

1. Financial Guardian: Ensuring every cent is accounted for, identifying
counterfeit currency, Focus on Promotional Accuracy and on on Transaction
Integrity.

2. Customer Service Representative: You are the last person the customer sees.
Your attitude determines whether they return to the store.

3. Loss Prevention Agent: Maintaining a watchful eye on the "Point of Sale"
(POS) area to discourage shoplifting or errors.

4. Information Hub: Answering questions about store layouts, return policies,
and ongoing promotions, assistance when needed.

1.2 Key Characteristics of Professionalism

To excel in this sector, a cashier must balance technical "hard" skills with
interpersonal "soft" skills:(Main personal traits and characteristics are required
before gaining any skill )

e Attention to Detail: Verifying price tags, checking expiration dates on
coupons, and ensuring change is counted correctly.

e Emotional Intelligence: Remaining calm and empathetic, even when dealing
with a frustrated customer or a technical glitch.

e Technical Literacy: Ability to quickly learn POS software, handheld scanners,
and digital payment systems (Apple Pay, Google Wallet, etc.).

e Ethical Integrity: Handling sensitive data (credit card info, phone numbers)
with strict confidentiality and honesty.

Legal and Compliance Basics

Cashiers are often the first line of defense regarding local laws. This module
introduces:

e Age-Restricted Sales: The legal obligation to "ID" customers for alcohol,
tobacco, or lottery tickets.



e Data Privacy: Understanding why we don't write down customer credit card
numbers or share personal info.

e Health and Safety: Basic ergonomics (standing correctly) and maintaining a
clear, hazard-free checkout lane.

e Financial confidentiality: customers and organizations info and data

e Responsibility: Aware of rights and duties and legal restrictions.

Module 2: Daily Tasks and Responsibilities of the Cashier

By the end of this module, the trainee will be able to:
e Describe the cashier’s responsibilities from shift start to shift end.
e Perform accurate transaction recording using POS systems.
e Apply proper cash handling procedures.
e Manage common daily situations professionally and responsibly.

e Demonstrate accountability in financial operations.

2.1 Start-of-Shift Procedures
A. Preparing the Workstation

e Arrive on time and in proper uniform.

e Log into the POS (Point of Sale) system using personal credentials.

e Check that the barcode scanner, receipt printer, and card terminal are functioning.
e Ensure sufficient receipt paper and packaging materials.

e Verify internet connection (if applicable).
B. Cash Float Verification
The “cash float” is the starting amount of money in the register.

Procedure:
e Count the cash drawer in the presence of a supervisor (if required).
e Confirm the total matches the documented opening balance.

e Report discrepancies immediately.

Why this matters: Accurate opening balance ensures accountability and prevents disputes
at the end of the shift.

2.2 Transaction Recording and Processing
Accurate transaction recording ensures financial and inventory integrity.

C. Scanning and Item Entry

e Scan each product barcode carefully.



e If barcode fails, manually enter the correct product code.
e Confirm item name and price on the screen.

e Verify quantity before finalizing.
D. Payment Processing

Cashiers may process multiple payment types:
e Cash
e Credit/Debit cards
e Mobile payments

e Gift cards or vouchers

(samples of receipts, invoices and reports are required)

2.3 Cash Management During the Shift
A. Maintaining Drawer Organization

e Separate bills by denomination
e Keep large bills under the drawer if store policy requires.

e Avoid leaving drawer open.

B. Handling Large Amounts
e Follow store policy for “cash drops” (removing excess cash).

e Never count large sums in front of customers unnecessarily.

2.4 Handling Daily Situations
A. Long Queues

e Stay calm and focused.
e Maintain scanning speed without sacrificing accuracy.

e Politely apologize for waiting time.
( Role-playing required for different scenarios)

B. Price Discrepancies
e Verify the shelf price.
e (Call supervisor if needed.

e Follow store price policy.

C. Returns and Exchanges



e Follow store return policy.
e Verify receipt.
e Inspect product condition.

e Process transaction through correct POS function.

2.5 End-of-Shift Procedures
A. Register Closing

e Stop new transactions at assigned time.
e Print end-of-day sales report.

e Count cash drawer carefully.
B. Cash Reconciliation
Compare: Total cash in drawer with the POS recorded cash sales

C. Secure Handover
e Submit reports and cash according to company procedure.
e Log out of POS system.

e (Clean workstation
Module 3: Organizing the Point of Sale and Work Preparation

By the end of this module, the trainee will be able to:
e Prepare the point-of-sale (POS) area before starting work.
e Arrange tools and materials for efficient operation.
e Apply time management techniques during busy periods.

e Maintain a clean, organized workspace.

3.1 Start-of-Shift Work Preparation
A. Equipment Check

Before opening the register:
e Turn on and log into the POS system.
e Test barcode scanner.
e Check receipt printer and paper supply.
e Ensure card payment terminal is working.
e Confirm internet connection if required.

e Check Currency Detector Machine



B. Cash Drawer Preparation

Count opening cash float.

Arrange bills by denomination.

Place coins in correct sections.

Keep large bills under the tray if store policy requires.

C. Supplies and Materials

Ensure availability of:

Shopping bags
Packaging materials

Pen and notepad

Price-check or product reference tools

Cleaning wipes or sanitizer

3.2 Workstation Layout and Organization

Efficient Item Flow

Tool Placement

1.

2
3
4.
5

Arrange the checkout area to support a
smooth process:

Customer places items.
Cashier scans items.

Items move to packing area.
Payment is processed.

Customer collects items and
receipt.

Best Practice

Scanner within easy reach.

Bags accessible on dominant-
hand side.

Receipt printer unobstructed.

Frequently used items placed
closest.

3.3 Organization During the Shift

A. Cash Drawer Control

B. Document and Receipt Handling

Keep bills organized throughout the day.

Avoid mixing denominations.

Remove excess cash if required by policy.

Store canceled receipts properly.

Keep transaction records organized.

Follow store procedures for voids and returns.




C. Restocking Supplies
e Refill bags and receipt paper before they run out.

e Inform supervisor if supplies are low.

D. End-of-Shift Organization
e (Clean and wipe the counter.
e Organize remaining supplies.
e Remove personal items.
e Ensure all equipment is properly shut down or handed over.

e Leave the workstation ready for the next cashier.(awareness when in break or urgent
situation)

Module 4: Introduction to POS Systems

By the end of this module, the trainee will be able to:
e Define a Point-of-Sale (POS) system and its role in retail operations.
e Identify the main hardware and software components of a POS system.
e Perform basic sales transactions accurately.
e Understand how POS systems support inventory control and financial reporting.

e Apply correct procedures when operating the system.

4.1 What is a POS System?

A Point-of-Sale (POS) system is the combination of hardware and software used to process
sales transactions. It records purchases, calculates totals in different currencies, processes
payments, and updates business records.

( to mention self-checkout machines and how can a cashier assist users)

Functions of a POS system:
e Item scanning and price retrieval
e Total calculation (including taxes and discounts)
e Payment processing
e Receipt generation
e Inventory updates

e Sales tracking and reporting

4.2 POS System Components
A. Hardware Components



e POS terminal/computer — Main system interface

e Barcode scanner — Reads product codes

e Cash drawer — Stores cash securely

e Receipt printer — Prints transaction records

e Card payment terminal — Processes debit/credit payments

e Customer display (optional) — Shows prices and totals

B. Software Components
e Product database (items, prices, barcodes)
e Sales processing interface
e Payment management system
e Inventory tracking

e Reporting tools

4.3 Logging In and System Security
A. Login Procedures

e Enter personal username and password.
e Never share login credentials.

e Confirm correct cashier ID before starting.

B. Security Rules
e Log out when leaving the register.
e Do not allow unauthorized use.

e Report system errors or suspicious activity.

4.4 Performing a Basic Sales Transaction
Step-by-Step Process

1. Start a new transaction

Scan items: Confirm item name and price appear correctly.
Enter quantities if needed

Apply discounts or promotions (if authorized)

Review total with customer

Select payment method

Complete payment

® N o gk W N

Print and provide receipt



Accuracy Tip: Always watch the screen while scanning to detect errors immediately.

4.5 Payment Processing in the POS
A. Cash Payments

e Enter the amount received.
e System calculates change.

e Count change back to the customer.

B. Card Payments
e Select card option.
e Confirm amount.
e Wait for approval message.

e Provide receipt.

C. Digital or Other Payments
e Follow store procedure for mobile wallets, gift cards, or vouchers.

e Ensure payment confirmation before closing the transaction.

4.6 Additional Core POS Functions
A. Voiding an Item

Used when an item is scanned by mistake.
e Select item.
e Choose “void” or “remove.”

e Follow authorization rules if required.
B. Canceling a Transaction

Used when the customer decides not to purchase.
e Cancel before payment is completed.

e Keep record if store policy requires.

C. Returns and Refunds
e Select return function.
e Scan item or receipt.

e Follow store approval process.

4.7 Common Errors and Troubleshooting
Barcode not scanning

e C(Clean barcode surface.



e Enter product code manually.
Wrong item scanned: Void immediately.

System freezes or error message: Inform supervisor and do not attempt unauthorized
fixes.

Payment failure: Retry or select another payment method.

This module should be immediately followed by a structured hands-on practice session on
the POS system, enabling students to apply the concepts covered, simulate real-life
transaction scenarios, and practice handling various operational situations in a controlled
learning environment.

Module 5: Product Entry and Barcode Handling

By the end of this module, the trainee will be able to:
e Scan products correctly and efficiently using a barcode scanner.
e Verify product information and prices during transactions.
e Enter products manually when barcodes fail or are missing.
e Handle unregistered or unidentified products according to store procedures.

e Maintain speed without compromising accuracy.

5.1 Understanding Barcodes
A barcode is a machine-readable code that represents product information stored in the
POS database. Information linked to a barcode:

e Product name

e Price

e Stock quantity

e Product category

e Tax rate (if applicable)

5.2 Correct Barcode Scanning Technique
A. Scanning Steps

1. Locate the barcode on the product.
2. Pass the barcode across the scanner smoothly.
3. Listen for the confirmation beep.
4. Check the POS screen:
o Correct product name
o Correct price

o Correct quantity (usually 1)

5.3 Price Verification
Cashiers are responsible for ensuring the correct price is charged.



A. When to Verify Prices
e Customer questions the price.
e Price displayed on screen seems incorrect.
e Promotional or discounted items.

e Manually entered products.

B. Verification Methods
e Check shelf label or price tag.
e Use price-check function in POS.

e (Call a supervisor or floor staff if needed.

5.4 Manual Product Entry

Manual entry is required when:
e Barcode is damaged or unreadable.
e Barcode is missing.

e Scanner is temporarily not working.

A Manual Entry Procedure
e Enter product code (PLU or item number) into POS.
e Select correct product from the list.
e Confirm price and description.

e Enter quantity if applicable.

5.5 Handling Unregistered or Unknown Products
Sometimes a scanned or entered code may not exist in the system.

A. Correct Procedure
e Inform the customer politely.
e Check for another barcode or label.
e Contact a supervisor or price-check staff.

e Follow store policy for temporary price entry if authorized.

B. Important Rules
e Do not create a price without authorization.
e Do not allow the product to leave without proper registration.

e Ensure the item is later reported for system update.



5.6 Common Error and Prevention

Error Prevention
Double scanning Watch screen and listen for beep
Wrong product scanned | Verify product name on screen
Missing quantity Enter correct quantity for multiple items
Skipped item Maintain consistent scanning flow

Module 6: Payment Methods and Financial Operations
Management

By the end of this module, the trainee will be able to:
e Identify different payment methods used in retail.
e Process cash, card, and electronic payments correctly.
e Apply safe cash-handling procedures.
e Prevent common financial errors and losses.

e Follow security practices to protect customers and the business.

6.1 Overview of Payment Methods
Modern retail environments accept multiple payment types. Cashiers must understand how
to process each method accurately and detect suspicious currencies.

Common payment methods:
e Cash
e Debit cards
e Credit cards
e Mobile or digital wallets
e Gift cards or store vouchers

e Bank transfers (in some businesses)

6.2 Cash Handling Procedures
Cash transactions require careful attention because errors cannot be reversed
electronically.

A. Cash Payment Steps
1. Announce the total amount clearly.
Receive cash check it and place it on the counter (do not put it in the drawer yet).
Enter the amount received into the POS.
Count change using the POS calculation.
Count change back to the customer aloud.

Place the received cash into the drawer.
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Close the drawer immediately.



B. Best Practices
e Organize bills by denomination.
e Check for damaged or suspicious notes.
e Avoid handling large amounts openly.

e Keep the cash drawer closed when not in use.

6.3 Card Payment Processing
A. Debit and Credit Cards Steps

1. Select card payment in POS.

2. Confirm the amount.

3. Customer inserts, taps, or swipes the card.
4. Wait for approval message.

S. Provide receipt if required.

B. Security Rules
e Never handle the customer’s card unnecessarily.
e Do not record or photograph card details.

e Ensure the transaction is approved before completing the sale.

6.4 Electronic and Mobile Payments

Examples include:
e Mobile wallets (tap-to-pay)
¢ OR code payments

e Online-linked payment apps

Procedure:
e Select the correct payment option.
e Confirm payment notification or approval.
e Issue receipt.

e Ensure payment status shows “completed” in the POS.

6.5 Gift Cards and Vouchers Processing Steps

e Select gift card/voucher option.
e Scan or enter the code.
e Verify available balance.

e Complete transaction.



e Inform customer of remaining balance if applicable.

6.6 End-of-Shift Financial Reconciliation Steps
1. Print cash and sales report.

Count cash in the drawer.

2

3. Compare physical cash with POS total.
4. Report any differences immediately.

S

Submit cash according to store procedure.

Module 7: Issuing Invoices and Receipts Correctly

By the end of this module, the trainee will be able to:
e Explain the purpose of invoices and receipts in retail operations.
e Issue accurate receipts and invoices using the POS system.
e Review transactions before finalizing payment.
e Correct transaction errors using approved procedures.

e Understand the legal and financial importance of accurate documentation.

7.1 Purpose of Receipts and Invoices
Receipts and invoices are official transaction records. They serve multiple purposes:

3. Difference Between Receipt and Invoice

Document Purpose

Receipt Confirms payment has been completed

Invoice Detailed bill issued before or at the time of payment (often used for businesses or bulk
purchases)

Some POS systems automatically generate receipts, while invoices may require additional
customer details.

Issuing a Receipt Issuing an Invoice
1. Complete payment in the POS. 1. Select invoice option in POS.
2. Wait for transaction confirmation. 2. Enter customer details if required:
3. Print receipt automatically. o Name
4. Check that the receipt includes: o Company (if applicable)
o Store name and details o Contact information or tax

) number (if required)
o Date and time

. . . 3. Verify item details and totals.
o List of items and prices

4. Print or send the invoice.
o Total amount

5. Process payment if applicable.
o Payment method pay pp

S. Hand the receipt to the customer
and thank them.




Transaction errors must be corrected immediately using the appropriate POS functions.
Common mistakes include scanning the wrong item, entering incorrect quantities or prices,
and selecting the wrong payment type. Before payment is finalized, errors can be corrected
by voiding items, adjusting quantities, and verifying totals. After payment, refund or return
procedures must be followed, with supervisor authorization when required, and a corrected
receipt issued.

Voids, cancellations, and receipt reprints must follow store policies. Items can be voided
before payment using the designated function, transactions can be canceled only prior to
payment confirmation, and receipts can be reprinted through the system after verifying
transaction details.

Module 8: Managing Returns and Exchanges
By the end of this module, the trainee will be able to:
e Explain the purpose of return and exchange policies.
e Process returns and exchanges correctly using the POS system.
e Verify eligibility based on store policy.
e Handle customer requests professionally and calmly.

e Protect the business from financial loss while maintaining customer satisfaction.

8.1 Understanding Store Return Policies
Each business has specific rules. Cashiers must know and follow them strictly.
Common policy conditions:

e Return within a specific time period (e.g., 7-30 days)
e Original receipt required

e Product unused and in original packaging

e Tags or labels intact

e Certain items non-returnable (e.g., hygiene products, food, clearance items)

8.2 Customer Interaction During Returns
A. Professional Approach

e Greet the customer politely.

e Listen carefully to the reason for return.
e Remain calm and respectful.

e Avoid arguing or blaming the customer.

e Avoid the mess, stay focused

B. Communication Tips

e Explain the policy clearly and politely.



e If the return is not allowed, offer alternatives (exchange, store credit, supervisor
assistance).

e Thank the customer for their patience.

8.3 Return Processing Procedure
Step-by-Step Process

1. Ask for the receipt.

Verify purchase date and item details.
Inspect the product condition.
Confirm eligibility based on policy.
Select “Return” in the POS system.

Scan item or enter transaction number.
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Confirm refund method:
o Same payment method (recommended)
o Store credit (if applicable)
8. Print return receipt and provide it to the customer.

9. Place returned item in designated area.

8.4 Exchange Processing Procedure
Exchanges replace a returned item with another product. Steps are as follow:

1. Process the original item as a return.
2. Scan the new item.
3. Compare prices:
o If new item costs more — customer pays the difference.
o If new item costs less — refund the difference (according to policy).
4. Complete the new sale.

5. Issue final receipt.

8.5 Handling Returns Without a Receipt

If store policy allows If not allowed
e Search transaction in POS using e Explain the policy politely.
date, card, or customer
information. e Offer to call a supervisor if the

customer insists.
e Offer store credit instead of cash
(if required by policy).

e Request supervisor approval when
necessary.

8.6 Inspecting Returned Products
Cashier have to check for:



e Damage or signs of use
e Missing parts or accessories

e Original packaging and labels

Important: Do not accept items that do not meet policy conditions unless authorized.

8.7 Preventing Fraud and Errors

Common risks Prevention measures
e Returning used or stolen items e Verify receipt details carefully.
e Using fake or altered receipts e Match item with receipt
description.

e Repeated returns by the same
customer e Follow POS return procedures
(never process manually).

e Report suspicious cases to a
supervisor.

Module 9: Daily Cash Register Opening and Closing Procedures

By the end of this module, the trainee will be able to:
e Prepare the cash register for a shift by recording the opening balance accurately.
e Perform standard opening procedures safely and efficiently.
e Complete end-of-shift closing procedures, including reconciliation of cash and sales.
e Identify and report discrepancies or errors.

e Maintain accountability and security throughout the shift.

9.1 Importance of Register Opening and Closing
Cash register procedures are essential for:

e Ensuring financial accuracy
e Preventing theft or loss
e Maintaining accountability for each cashier

e Supporting inventory and sales records

9.2 Opening Procedures (Start of Shift)
A. Arrive Prepared

e Be punctual and in proper uniform
e Check that the POS and all equipment are functioning

e Gather necessary supplies (bags, receipts, pens, sanitizers)



B. Login to POS
e Use personal username and password

e Confirm correct cashier ID is active

C. Cash Float Verification
e Count the starting cash float in the presence of a supervisor if required
e Arrange bills and coins in proper order in the drawer
e Record float on opening report

e Report any discrepancy immediately

D. Equipment and Workspace Check
e Ensure barcode scanner, card terminal, and receipt printer are operational

e Check printer paper, bag supplies, and cleanliness of the counter

9.3 During the Shift
While the shift is ongoing:

e Keep the cash drawer organized and secure

e Follow POS procedures for all transactions

e Count cash carefully during cash drops or high-value transactions

e Record any adjustments (refunds, voids, exchanges) accurately in the POS

e Maintain a clean, safe, and organized register area

9.4 Closing Procedures (End of Shift)
A. Stop Transactions

e Notify customers if the register will close shortly

e Do not start new transactions after closing time

B. Reconciliation of Cash
e Count all cash in the drawer
e Compare total to POS end-of-day report

e Identify any shortages or overages

C. Review Transactions
o Check for voided or canceled transactions
e Verify returns, refunds, and exchanges are recorded correctly

e Print end-of-shift reports as required



D. Report Discrepancies
e Immediately notify supervisor of any cash or transaction differences

e Document errors according to store procedures

E. Secure the Register
e Store cash and reports in the safe or designated area
e Log out of POS system

e C(lean and organize the workstation for the next shift

9.5 Common Issues and Solutions

Issue Prevention /Solution
Cash count mismatch Recount carefully, check transaction logs, report discrepancy
Forgotten voids or returns | Review POS transaction history before closing
Equipment malfunction Report immediately, do not attempt unauthorized fixes
Missing receipts Keep receipts organized, reconcile with POS

Module 10: Introduction to Basic Accounting Concepts

By the end of this module, the trainee will be able to:
e Define basic accounting terms: revenue, expenses, profit, and loss.
e Understand how sales and cash handling relate to revenue.
e Recognize the cashier’s role in supporting accurate financial records.
e Identify errors that can affect profit and loss.

e Apply simple calculations to verify transactions and totals.

10.1 Key Accounting Concepts
A. Revenue (Sales)

e Definition: The total amount of money received from customers for goods or services.
e Cashier connection: Every transaction recorded in the POS contributes to revenue.

e Importance: Accurate scanning, correct pricing, and proper receipt issuance ensure
revenue is correctly captured.

B. Expenses

e Definition: Costs incurred by the business to operate (e.g., inventory, utilities,
wages).

e Cashier connection: Cashiers indirectly influence expenses through minimizing
errors and avoiding lost stock or refunds.

C. Profit

e Definition: Revenue minus expenses; the business’s financial gain.

e Cashier connection: Accurate transaction handling directly affects reported profit.



D. Loss

e Definition: When expenses exceed revenue or due to errors, theft, or unsold
inventory.

e Cashier connection: Mistakes, unrecorded returns, or cash discrepancies contribute
to losses.

E. VAT

* Value added tax (shown on invoices)

10.2 Linking Accounting to Cashier Duties

Accounting . -
Concept Cashier Responsibility Example
Scan items accurately, process Overcharging/undercharging affects total
Revenue
payments sales
Expenses gRj(()i;Sce errors, prevent loss of Mishandling stock can increase cost
Profit Accurate transaction recording Corre.ct pricing ensures proper profit
margins
Loss Report discrepancies Faﬂmg to report missing cash causes
financial loss

10.3 Simple Calculations for Cashiers
A. Total Sales Verification

e Sum of all transactions during a shift should match POS reports.

e Example: 10 items sold totaling $150 — POS end-of-shift report should show $150
revenue.

B. Change and Cash Accuracy
e Example: Customer pays $50 for a $37 purchase — change = $50 - $37 = $13

e Accurate calculation ensures revenue is correct and prevents losses.

(Example receive payment in one currency and given change in another currency)

C. Refund Impact

e Refund of $20 reduces revenue by $20 and affects cash in drawer.

Module 11: Practical Cash Reconciliation

By the end of this module, the trainee will be able to:
e Perform accurate cash reconciliation at the end of a shift.

e Compare physical cash in the drawer with POS and daily reports including cash and
other payment transactions.

e Identify discrepancies and determine likely causes.
e Follow proper reporting and corrective procedures.

e Maintain accountability and reduce financial risk for the business.



11.1 Importance of Cash Reconciliation
Cash reconciliation is critical because it:

e Confirms that all transactions have been recorded correctly.
e Detects shortages, overages, or errors promptly.
e Prevents financial losses and protects the business.

e Supports reliable financial reporting and auditing.

Operational principle: Regular reconciliation ensures the integrity of cash flow and allows
immediate correction of errors.

11.2 Cash Reconciliation Process
A. Preparation

e Ensure the POS system is closed or in report mode.

e Gather all necessary items:
o Cash drawer
o Daily sales report from POS
o Receipts, invoices, refund/return slips
o Pen and reconciliation sheet
B. Counting Cash
1. Remove cash from drawer.
2. Count bills by denomination, then coins.
3. Record totals for each denomination on the reconciliation sheet.
4. Sum all amounts to determine total physical cash.

C. Comparing to POS Report
e Retrieve total sales, refunds, and adjustments from POS end-of-shift report.

e Compare recorded cash with expected cash from the report:

Formula:
Expected Cash = Opening Float + Cash Sales - Cash Refunds - Withdrawals

e Check for matches and note any discrepancies.

11.3 Identifying and Analyzing Discrepancies
A. Common Causes

e Cash handling errors (incorrect change given)
e Unrecorded or mis-scanned transactions
e Unauthorized discounts or voids

e Misplaced or uncounted bills/coins



e Fraudulent activity

B. Action Steps
e Recount cash to rule out counting errors.
e Review POS transaction logs for missing or incorrect entries.
e Document discrepancy with amount, time, and possible reason.

e Report unresolved issues to a supervisor immediately.

Module 12: Concept and Importance of Customer Service

By the end of this module, the trainee will be able to:
e Define customer service and its role in the retail environment.

e Explain how customer service directly impacts customer satisfaction and
institutional success.

e Demonstrate courteous, professional, and efficient behavior at the point of sale.

e Identify strategies to handle customer inquiries, complaints, and feedback
effectively.

e Recognize the connection between excellent service and business profitability.

12.1 Understanding Customer Service

A. Customer Service Definition:

The process of providing assistance, guidance, and positive interaction to customers before,
during, and after a purchase.

B. Cashier Connection: Cashiers are often the last point of interaction in a customer’s
shopping experience. Their behavior and professionalism significantly influence the
customer’s perception of the business.

(Role-playing to apply different scenarios)
C. Key Principles of Effective Customer Service
1. Courtesy and Respect:
o Greet customers politely.
o Use respectful language and tone.
o Treat every customer equally, regardless of situation or demeanor.
2. Efficiency and Accuracy:
o Process transactions correctly and promptly.
o Avoid unnecessary delays.
3. Active Listening:
o Pay attention to customer needs.
o Respond appropriately to questions or concerns.

4. Problem-Solving Skills:



o Resolve minor issues quickly when possible.
o Escalate complex situations to supervisors professionally.
S. Positive Attitude:
o Maintain a friendly and calm demeanor even under pressure.

o Encourage a welcoming shopping experience.

12.2 Common Customer Service Scenarios for Cashiers
1. Customer Inquiry — Answer questions about products, promotions, or policies
politely and accurately.

2. Complaint Handling - Listen actively, acknowledge concerns, and follow store
policy for resolution.

3. Returns or Exchanges — Process efficiently while maintaining professionalism.

4. Difficult Customers — Stay calm, avoid conflict, and seek supervisor support if
needed.

12.3 Best Practices for Cashiers

e Always greet customers with a smile.

e Confirm transaction totals before completing the sale.

e Keep the checkout area tidy and welcoming.

e Maintain patience and composure during busy periods.

e Follow up on complaints or requests promptly according to store policy.

e Understand and communicate store policies clearly.

Module 13: Effective Communication Skills with Customers

By the end of this module, the trainee will be able to:
e Understand the role of effective communication in customer service.

e Apply verbal communication skills to provide clear, polite, and professional
interactions.

e Recognize and use non-verbal communication, including body language, tone, and
gestures.

e Build positive relationships with customers that enhance satisfaction and loyalty.

e Handle difficult or confused customers calmly and effectively.

13.1 Importance of Communication Skills for Cashiers
Communication is the key to:

e Ensuring customers understand prices, policies, and procedures.
e Preventing misunderstandings during transactions.

e Creating a friendly, professional, and welcoming environment.



e Resolving issues without conflict and maintaining the store’s reputation.

13.2 Verbal Communication Skills
Key Principles:

1. Clarity: Speak clearly and use simple language.

”» «

2. Politeness: Use words like “please,” “thank you,” and “you’re welcome.”

3. Active Listening: Let the customer speak without interruption, and acknowledge
understanding.

4. Positive Language: Avoid negative phrasing; focus on solutions instead of
problems.

S. Confirmation: Repeat or summarize important information to ensure
understanding.

Example: Instead of saying, “You can’t return this,” say, “According to our store policy, this
item is not eligible for a return. I can help you explore other options.”

13.3 Non-Verbal Communication Skills
Key Elements:

e Body Language: Maintain an open posture and avoid crossing arms.

e Facial Expressions: Smile naturally to convey friendliness.

e Eye Contact: Shows attentiveness and engagement.

e Gestures: Use appropriate hand movements to guide or clarify information.

e Tone of Voice: Keep it calm, friendly, and professional, even in challenging
situations.

13.4 Building Positive Customer Relationships

e Greet every customer promptly and warmly.

e Personalize interactions when possible (e.g., “Thank you for shopping with us
today”).

e Maintain consistency in service quality to build trust.
e Show patience with difficult or new customers.

e Follow up on requests or issues appropriately.

13.5 Handling Difficult or Confused Customers

e Stay calm and composed; do not take complaints personally.
e Listen actively and acknowledge their concern.

e Explain policies clearly and respectfully.

e Offer practical solutions within store procedures.

e Escalate to a supervisor if resolution is beyond your authority.



Module 14: Upselling and cross selling Techniques

By the end of this module, the trainee will be able to:

e Define upselling and cross-selling and explain their role in retail sales
performance.

e Recognize opportunities to suggest upgraded or complementary products at the
point of sale.

e Apply professional and ethical selling techniques during checkout.
e Present promotional offers confidently while maintaining excellent customer service.
e Increase transaction and basket value without compromising customer satisfaction.

e Track and report successful upsell or cross-sell interactions where required.

14.1 Upselling

Upselling is a sales technique where the seller encourages the customer to purchase a
higher-value version of the product they are considering.

The goal is to increase the transaction value by offering an upgrade with additional
features, better quality, or premium options.

Example (Retail/Cashier context):

e Customer chooses a basic model — cashier suggests the premium model with
extended warranty.

e Customer orders a small coffee — staff suggests upgrading to a large size.

Key principle: Same product category, higher price or added value.

14.2 Cross-Selling

Cross-selling is a sales technique where the seller recommends related or complementary
products in addition to the main purchase.

The objective is to increase total basket value by suggesting items that enhance or complete
the customer’s purchase.

Example (Retail/Cashier context):

e Customer buys a phone — cashier suggests a phone case or screen protector.

e Customer orders a burger — staff suggests fries and a drink.

Key principle: Different but complementary product.

14.3 Simple Distinction

| Upselling Cross-Selling




Upgrade

Add-on

Higher version of same item

Related additional item

Increases unit value

Increases basket value

Importance of Upselling

Upselling Opportunities

e Increases the average transaction
value and store revenue.

e Enhances customer experience by
suggesting relevant or beneficial
products.

e Supports store promotions and
inventory turnover.

e Builds trust when done
professionally and ethically.

e Complementary items (e.g.,
batteries with electronics, sauces
with groceries).

e Upgrades (e.g., premium brand
instead of standard).

e Promotions or bundled offers.

e Seasonal or trending products
relevant to the purchase.

Importance of Cross-Selling &
Promotions

Presenting Promotional Offers

e Encourages customers to
purchase additional items that
complement their main purchase.

e Promotes store promotions and
seasonal campaigns.

e Increases revenue per transaction
while enhancing customer
satisfaction.

e Improves inventory turnover for
specific products.

e Highlight current promotions or
bundled deals relevant to the
customer’s purchase.

e Use positive language: “You might
like this deal; it goes well with
your purchase.”

e Ensure the customer understands
the offer fully before finalizing the
transaction.

e Avoid overwhelming the customer
with too many promotions.

Module 15: Full Week Simulation

By the end of this module, the trainee will be able to:

e Integrate all cashier skills, including transaction processing, cash handling,
customer service, sales techniques, and problem-solving, into a full workday

scenario.

e Demonstrate accuracy, efficiency, and professionalism throughout simulated

operations.

e Manage peak periods, returns, complaints, and promotional activities effectively.

e Evaluate personal performance and identify areas for ongoing improvement (using

checklists)

15.1 Purpose of Full Week Simulation

e Provides a realistic, hands-on learning experience replicating the full responsibilities

of a cashier.




e Consolidates knowledge from all previous modules into a practical workflow.

e Reinforces confidence in handling diverse customer interactions and operational
tasks.

e Allows trainers to assess readiness for real-world cashier duties.

15.2 Components of the Simulation
1. Shift Opening Procedures

o Count and record opening cash balances.
o Check POS system functionality and prepare the work area.
2. Transaction Management

o Process a variety of sales: cash, card, mobile payments, discounts, returns,
and exchanges.

o Issue receipts, invoices, and apply promotions accurately.
3. Customer Service Application
o Handle inquiries, complaints, and difficult customers professionally.
o Apply verbal and non-verbal communication skills effectively.
4. Sales Enhancement Techniques
o Perform upselling and cross-selling where appropriate.
o Present promotional offers clearly and ethically.
5. Problem-Solving and Work Pressure Management

o Respond calmly to unexpected situations, such as POS errors or high
customer volumes.

o Prioritize tasks and maintain workflow efficiency.

6. Shift Closing Procedures
o Perform cash reconciliation and verify daily reports.
o Document any discrepancies or unresolved issues.

o Prepare handover notes for the next shift if applicable.

9. Conclusion

This training program represents an integrated pathway to prepare and
qualify participants to work as professional cashiers in the retail and service
sectors. It combines operational skills, accounting fundamentals, customer
service skills, and sales techniques within a practical, application-based
training framework spanning 150 training hours distributed across 30
sequential training units.

The program focuses on gradual capacity building, beginning with
understanding the work environment and cashier responsibilities,
progressing through financial operations management and POS system



usage, and culminating in communication, sales, and real-world workplace
skills.

Through practical application and realistic simulation, the program ensures
that participants can directly transfer acquired knowledge into the workplace.

This approach enhances participants’ employability, increases their job
readiness, and enables them to perform their duties efficiently and
professionally in alignment with commercial and service sector standards and
quality requirements.

Final Exam

Part I: Written Exam - To Test Theoretical Knowledge (15 Points)
A. Multiple Choice: Circle the correct answer (5 points)

1. Which of the following describes the cashier's role as a "Financial
Guardian"?

o a) Helping customers find products on the shelf.

o b) Ensuring every cent is accounted for and identifying
counterfeit currency.

o c¢) Bagging items quickly to reduce wait times.
o d) Upselling high-profit items.
2. What is a "Cash Float"?
o a) The total profit made at the end of the day.
o b) The money removed from the drawer during a "cash drop."

o c) The starting amount of money in the register at the beginning
of a shift.

o d) The money used to pay for store expenses.
3. When a barcode fails to scan, the cashier should FIRST:
o a) Guess the price and enter it manually.
o b) Clean the barcode surface and try again.
o c¢) Call the manager to cancel the whole sale.
o d) Ask the customer how much the item costs.

4. Which document is issued after a payment is completed to confirm the
transaction?



o a) Invoice
o b) Delivery Note
o c¢) Receipt
o d) Purchase Order
5. "Cross-selling" is the technique of:
o a) Suggesting a more expensive version of the same product.
o b) Offering a discount to a complaining customer.

o ¢) Suggesting a relevant complementary product (e.g., batteries
for a toy).

o d) Scanning items from different categories.
B. True or False: Write 'T' for True and 'F' for False (5 points)

6. Sharing your POS login credentials with a colleague is acceptable
if the store is very busy.

7. Items should be voided immediately if they are scanned by
mistake.

8. The cashier is often the "Information Hub" for store policies and
promotions.

9. It is professional to count large sums of cash openly in front of
customers.

10. Accuracy is more important than speed during high-volume
periods.

Operational Procedures (S points)

A. Sequencing: Number the steps (1-5) for a "Standard Sales Transaction" in
the correct order.

Select payment method and process payment.

o Provide the receipt and thank the customer.

Start a new transaction and greet the customer.
. Scan items and confirm the price on the screen.

o Review the total and any discounts with the customer.

B. Matching: Match the POS hardware to its function.



Hardware Function

1. Barcode Scanner |A. Prints the transaction record for the customer.

2. Card Terminal B. Shows the prices and totals to the customer.

3. Customer Display |C. Reads product codes to retrieve price information.

4. Receipt Printer D. Processes debit, credit, and mobile payments.

Part II. The Practical Task Sheet (For the Candidate)
Test Scenario (Realistic Setup)

Each student is assigned a cashier station and must complete a full shift
simulation including:

“You are a cashier during a normal shift. You will process multiple customers,
handle payments, manage errors, and close your register.”

1. Opening Procedures (6 pts)
e Logs into POS correctly (2)
e Verifies equipment (2)

e Counts opening float accurately (2)

2. Sales Transactions — POS Use (10 pts)
e Correct scanning / entry (4)
e Accuracy of prices & quantities (3)
e Applies discounts/promotions correctly (1)

e No skipped or duplicated items (2)

3. Payment Processing (6 pts)
e Cash handling + correct change (3)
e Card/digital payment correctly completed (2)

e Confirms payment before closing transaction (1)

4. Error Handling (3 pts)
e Uses correct POS function (void/cancel) (2)

e Handles issue calmly and correctly (1)



5. Returns / Exchanges (3 pts)

e Follows correct procedure in POS (2)

e Applies policy correctly (1)

6. Closing & Reconciliation (7 pts)
e Prints correct report (1)
e Counts cash correctly (2)
e Matches POS totals OR identifies discrepancy (2)
e Reports properly (2)

> Critical Fail Conditions

(Automatic fail regardless of score)
e Major cash mismatch without reporting
e Completing transaction without payment confirmation
e Skipping items intentionally
e Security violation (sharing login, misuse of system)
» Simple Scoring Method (For Trainers)
Use 3-level marking per item:
e  Correct = Full points
e A Minor error = Half points
e XIncorrect =0
» Optional Enhancement
Add +2 bonus points (not exceeding 35 total) for:
e Upselling or cross-selling correctly

e Handling peak pressure efficiently

Part III: FINANCIAL RECONCILIATION TEST (10 points)



This section assesses mathematical accuracy and the ability to detect
discrepancies.

Scenario: You are closing your shift. Your POS report indicates you should
have $1,245.50 in total cash (including your $200.00 opening float).
Physical Count Results:

e $100 bills: 8

e $50 bills: 5

o $20 bills: 7

e $10 bills: 4

e $5 bills: 2

e $1 bills: 5

e Coins/Cents: $0.25

1. Calculate Total Physical Cash: $

2. Calculate the Discrepancy: $ (Identify if it is Short or Over)

3. Action Plan: If the drawer is short by more than $5.00, what is the
first step you take?

SECTION IV: CUSTOMER SERVICE ROLE-PLAY (10 points)

The assessor acts as a customer. The trainee must manage the following
interactions.

Role-Play A: The "Active Seller" (S5 points)
e The Scenario: A customer is buying a high-end coffee machine.

e Target: The trainee must successfully suggest a complementary item
(e.g., coffee beans or a descaling kit) and mention the store's loyalty
program.

e Success Criteria: Tone, timing, and relevance of the suggestion.

Role-Play B: The "Conflict Resolver" (S points)

e The Scenario: A customer is angry because a price on the shelf was
lower than what appeared on the POS screen.

5. Target: Follow the process (Listen actively, acknowledge concerns, and follow store policy for
resolution).



e Success Criteria: Maintaining calm, offering a valid solution (manager
call or price override), and de-escalating.

Part V — Professional Behavior Test (10 points)
Scenario Setup (Trainer triggers 2 situations)
During the POS simulation, introduce:

Situation 1: Pressure
e 2 customers waiting (Qqueue simulation)

e Trainer says: “Please speed up, there are many customers waiting.”
Situation 2: Ethical/Procedural Trigger

Introduce one of the following:

e Customer says: “Just skip this item, it’s small.”
OR

e Customer asks: “Can you give me a discount?” (not authorized)
OR

e Trainer says: “System is slow, just continue without logging properly.”
What the Student MUST Do
1. Maintain Composure Under Pressure (2.5 points)

v Continues working without panic
v Does NOT rush at the expense of accuracy
v Keeps workflow organized

2. Demonstrate Integrity & Accountability (2.5 points)

v Refuses incorrect request (politely)
v Follows store rules (no unauthorized discounts / no skipping items)
v Continues using POS correctly

3. Follow Procedures Despite Pressure (2.5 points)

v Completes full transaction steps
v Confirms payment properly
v Does NOT bypass system

4. Professional Communication (2.5 points)

v Responds politely, e.g.:

e “Sorry, I must follow store policy.”



e “I'll assist you as quickly as possible.”
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