
	Rich Task: 
	The Marketing Menu: People, Product, Promotion, Profit

	Course:
	Introduction to Retail and Services Marketing, Grade 11, Workplace Preparation, BMX3E 

	Evaluation:
	Part of 70%
	Part of 30%
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	Context:
	· Retailers invest billions each year to improve sales through advertising and marketing.

· Knowing who the customer is and providing quality customer service is key to maintaining and improving sales. Successful retail stores use their knowledge and understanding of who the consumer is and what their needs and wants are in marketing their products and in providing professional customer service.

· This activity requires you to use the knowledge and skills acquired in your Introduction to Retail and Services Marketing course (BMX3E) and your Cooperative Education placement component to research information about the typical consumer at this particular placement; to create a customer service checklist for new employees; to create product knowledge information sheets; to examine and compare advertising and promotional materials from the competition; and to use current technology to create materials for a promotional campaign.


	Related Course Expectations
	
	

	Strand: The Marketing Process

MPV.01 ( evaluate the contribution of the retail and service industries to the marketing process;

MP1.02 - describe the skills that are important to effective retail selling;

MPV.02 ( analyse the role of consumers in retail and services marketing;

MP2.01 - relate changing demographics and lifestyles in Canada to changes in the tastes, preferences, and priorities of Canadian consumers;

MP2.02 - relate changes in consumer needs and wants over the past few decades to changes in retail and service businesses (e.g., consumer demand for fast food, portable communication devices);

MP2.03 - identify the types of consumer groups that use specific retail and service businesses within their community;

MPV.03 ( identify and describe the factors that affect competition;

MP3.01 - identify retail or service businesses that compete directly with one another;

MP3.02 - demonstrate an understanding of how businesses compete with one another for customers;

MP3.04 - compare the strengths and weaknesses of the promotional activities of two different companies.

Strand: Elements of Retail and Services Marketing

RSV.04 ( analyse a variety of promotional strategies that can be applied in retail and service business environments;
	
	RS4.01 - identify the elements of an effective promotional mix (e.g., publicity, sales promotion, personal service, advertising);

RS4.02 - describe promotional strategies that have been used effectively by a number of retail and service businesses;

RS4.03 - demonstrate how technology can be used effectively in promotion activities;

RS4.04 - describe retail marketing techniques and approaches that can be used to promote a selected product (e.g., jeans, computers) to different markets.

Strand: Retail Systems and Operations

ROV.01 ( evaluate effective customer service techniques;

RO1.01 - describe how customer service increases sales in successful businesses;

RO1.02 - explain why product knowledge is important in customer-focused selling;

RO1.04 - explain the steps of the selling process (e.g., pre-approach, approach);

RO1.05 - describe the methods used by retailers to maintain customer loyalty;

ROV.02 ( describe merchandise presentation techniques;

RO2.02 - compare different visual display techniques in several retail environments;

RO2.03 - describe how computer technology can be used to produce effective design for the premises of a retail or service business.

	Cooperative Education Expectations
	
	

	Rights and Responsibilities

R4 - work ethics and the responsible use of information technology


	
	Reflective Learning

RL3 - reinforce the job-skills theory acquired in the classroom and the skills, techniques, and principles learned at the placement




Evaluation Strategies and Scoring Tools

	
	Evaluation Strategies
	Scoring Tools
	Expectations
	Achievement Chart

	70%
	Sub-task A: Consumer Behaviour
Customer Observation Checklist

Graphic Organizer/Chart Summary 
	Rubric
	MPV.02, MP2.01, MP2.02, MP2.03,
R4

ROV.01, RO1.02, RO1.05
	K/U, T, C, A

	
	Sub-task B: Customer Service

Graphic Organizer/Chart Summary
Customer Service Checklist

Journal
Demonstration of Customer Service Skills
	Rubric

Rating Scale
	MPV.01, MP1.02, ROV.01, RO1.01, RO1.02, RO1.04, RO1.05
ROV.01, RO1.04, RO1.05,
RL3
ROV.01

R4, RL3
	K/U, T, C, A

	
	Sub-task C: Product Knowledge

Product Knowledge Sheets
	Rubric
	ROV.01, RO1.02, RO1.05,
R4
	K/U, T, C, A

	30%
	Culminating Task: Promoting the Products

Presentation
	Rubric
	MPV.01, MP1.02, MPV.03, MP3.01, MP3.02, RSV.04, RS4.01, RS4.02, RS4.03, RS4.04, ROV.02, R02.02, R02.03,
R4, RL3
	K/U, T, C, A


	Teacher Notes

	Note: 
For this two-credit course, all of the sub-tasks build to the student being able to complete the Culminating Task. These sub-tasks are considered when determining 70% of the final grade.
· The tasks should be reviewed with the student and the supervisor at the beginning of the placement. 

· Discuss the supervisor’s role in providing learning opportunities for the student to practise and refine the skills needed to complete the rich assessment task and offering frequent feedback to the student.

· Set specific timelines for the completion of the individual parts of this Rich Task.

· The survey sample size should reflect the placement situation, e.g., if the store is busy the student may observe 10-15 customers daily over a two-week period. Adjust according to the situation.


	Task: The Marketing Menu: People, Product, Promotion, Profit
	
	Student Notes

	Sub-task A: Consumer Behaviour – Data Collection/Research

Conference with your supervisor to determine the average number of customers that visit the store on a daily basis.  

Decide with your teacher the number of customers to observe on a daily basis in order to achieve a good sample for your observation report. 

Observe customers as they enter the store and conduct their business over a two-week period.

Develop a checklist relating to the habits of the customer, which will provide you with information about the ‘typical’ consumer at your placement.

Prepare a graphic organizer/chart to summarize your findings.

Conference with your placement supervisor and/or manager of the store to validate this information.

Submit your observation checklist and graphic organizer/chart summary to your teacher.
	
	· Before doing this assignment, share it with your supervisor and get permission from the supervisor to conduct this observation.

· Your checklist should involve at least 30 customers.

· When formulating the checklist consider:

- approximate age range

- gender

- products the consumer 
looks at 

- product(s) the consumer purchases

- amount of time spent in the store

- whether they are shopping alone or with others – and with whom?

- types of questions/inquiries

- method of payment

- range of amount of purchase

· You may choose to add more categories to obtain other pertinent information for your checklist. 

· Use the Internet to assist you to find samples of surveys and questions to ask.

	Sub-task B: Customer Service Analysis

Identify existing practices that are used by your placement to ensure quality customer service.

Use the Internet and print resources to conduct research on establishing and managing effective customer service.

Prepare a list of the resources you used.

Prepare a graphic organizer/chart comparing the current practices used at your placement and the best practices that you found from your research.

Create a Customer Service Checklist that could be used by your placement in training new employees about best practices for customer service.

Meet with your supervisor to obtain feedback regarding your Customer Service Checklist.  Revise your checklist, if necessary.

Present your final Customer Service Checklist to your supervisor and Co-op teacher.

Make recommendations to your supervisor on how to improve customer service practices.

Submit your graphic organizer/chart comparison summary of information on customer service practices and the Customer Service Checklist. Include the resources you used for your research.

Choose three customer service skills from your checklist and write a reflective journal comparing the top three best practice ‘look fors’ that you identified in your research and what you have observed to be the practice at your placement.
Submit your reflective journal to your teacher.
Demonstrate your customer service skills at your placement by following the key areas that you identified in your checklist.
	
	Customer Service

· The Employee Training Manual may be a useful tool to access information that your placement uses for customer service training.

· Review the in-school course material from BMX3E to assist you.

· Ask your supervisor about any additional training that the company provides for employees, e.g., staff development opportunities.

· Observe your co-workers and take notes of ‘best practices.’
· Remember it is an important part of customer service to remain impartial with the customer and not make any judgements.

	Sub-task C: Product Knowledge

Choose two products that are sold at your placement. One product should be a popular item and one product should be a less popular item.

Gather information about these products. 

Create a product knowledge sheet for each of these products that could be used by employees to provide customers with information.

Present the product knowledge sheets to your supervisor and Co-op teacher and provide reasons why one product is a good selling item, while the other is not.

Submit the product knowledge sheets to your Co-op teacher.
	
	Product Knowledge

· Read the information brochures that accompany the products.



	Culminating Task: Promoting Products

Identify at least four other retail stores that carry similar products to those at your placement.  

Visit these stores and collect samples of sales advertising and promotional materials. Observe and document their use of visual display marketing within the store.

Compare these materials to those that are used at your placement. Some suggestions to use in making your comparison are:

· visual appearance (colour vs. black and white);
· how the information is presented (pictures vs. words);
· quality of materials used to present the advertisement (glossy paper vs. newsprint);
· pricing of the product being advertised;
· originality of the advertisement;
· target audience they are marketing to;
· where products are displayed.
Based on the information you collected about the consumers who shop at your placement, analyse these samples in terms of whether they would be effective strategies to increase sales.

Create an advertising/marketing strategy that could be used at your placement.
Use technology to assist you in making an effective promotional strategy. 

Create a sample of your final product.

Present your strategy to your placement supervisor and Cooperative Education teacher.

Submit your sample advertising/marketing strategy and analysis of the samples collected in relationship to your placement.
	
	· Consider taking photographs of store window displays and any promotional materials, e.g., posters, signs. Ask permission to do this.

· Collect newspaper and Internet advertisements; flyers and brochures that may be delivered to people via the mail, door-to-door, or inserted in newspapers/ magazines. 

· Consider the following when creating your advertising/ marketing strategy: 

- information you have obtained from your customer survey

- information the company may have collected about their target market

- information you have obtained about the products carried at your placement
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