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ABSTRACT

Available vocational education and training in the
United Kingdom's retail sector were examined in an employee~centered
study during which data were collected primarily from two sources:
questionnaires completed by 1,974 from a random sample of
approximately 6,000 British retail employees who were surveyed, and
semistructured face-to—face interviews conducted with 115 retail shop
workers by 15 interviewers. The questionnaires and interviews focused
on the types and extent of available training, its perceivesz value,
the relationship between training delivery and effectiveness, access
of different groups to training, and shop workers' training
aspirations. On average, the respondents received a total of 5.75
days of training with their current employer or approximately 1 day
per year of service. Workers were generally positive about the
training they received; however, two-thirds stated that their
training had little or no effect on their job performance. Store
managers' attitudes had a critical effect on the value workers gave
to training. Women and part-time workers had less access to training
than did males and full—-time employees. Shop workers desired more
training, including job-specific, occupational, and employee
development training. (Information concerning the study methodology
is appended. Contains 29 figures and 18 references.) (MN)
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Foreword

Bill Connor

Training Matters - Yocational educatior: and training in the retail sector

For many vears, Usdaw has campaigned for more and betier vocational
training for shopworkers. Recently, there has been a multitude of
Government training initiatives and progranimes. Lach new initiative has
been launched ina Blaze of publicity. This hype often seemed to contradict
the experience of shop workers who telt there was oo little training and that

much of the training that did take place was too job or company spedific.

To find out what was really happening, Usdaw applicd for, and received, a
grant from the Distributive Industries Training Trust. We then contracted
Leeds University to rescarch the shop workers” experience of vocational

training on our hehalt.

This Report is the condusion of the rescarch done by Leeds University.

The views in the Report are those of the research team and theirs alone,
Flowever, T helieve it makes signiticant points that all who work in the retail
sector, or in the training world, will find valuable. T know of no other
rescarch that has so thoroughly sought the views of those on the recciving

end of vocational training - the shoptloor worker.

Usdaw is commicted to continuing to promote vocational training, In order
to take full advantage of the Report, Usdaw has a nationally organised
programme of brictings for Usdaw ofticers o help them promote vocational
Uaining amongst members and companies alike and our 1993 Anpul

Delegate Meeting will debate a miajor policy statement on Training,

In conctusion, Twould fike to thank the Distributive Tndustries Training
Frast for the support they have given this rescarch. Without their support it
would have heen impossible to have gone ahead. T would also like to thank
the companies, the Usdaw officers and representatis es who helped the
research team by distributing and collectmg questionnaives. Again, Tean sav.
without their assistance the project could not have taken place. Finally, 1
would like to thank the Feeds University research team. This Report s theirs

and thev deserve the credit for this important picee of work.

p)
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Summary of key findings

Introduction

How mwch sraining?

The background to this Report is the widespread recognition that compared”
with its cconomic competitors the British work foree is under-educated,
undertrained and under-qualified. If Britain is to break out of its oy Skill
equilibrium’ the retail sector must greathy improve the vouational edudation

and training it provides for its work force,

While much rescarch focuses en Government policies or emplover-
determined training strategies and practices this Report is emplovee-centred,

focusing on retail workers” experiences of vocational education and training,

examines how much training shop workers receive, The key findings are:

Shop workers receive on average a total of 275 davs training with their

curtent emplover,

In relation to fength of service, shop workers receive about 1 day of

training per vear of service,

There is a wide variation in the amount of training shop workers receive

from one company to another.

There is a wrde variation between the amounts of training shop waorkers

receive, even when doing the same job, within the same company.

This fevel of traming is considerably less than that identificd in the
Departiment of Emploviment Training in Britain sunvey, The differences may,
m part, be explamed by the cap that exists between Head Office training

policies and what actually happens in practice at the store level,

10 diticuit to see how the fevels of taming identilicd mou survey
cancresult in a widespread aptake of The Retail Certificate Level 28 'NVOS

that are deemed the equivalent of 4 GOSES at grades A - C
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Suninary of key findings

assesses how usetul or valuable emplovees find the training they receive in
tertas of improving their job performance and their own personal

development. The key tindings are:

While shop workers” general attitude to the training they receive is

positive, detailed guestioning reveals a more complex picture.

Some types of training are better rated than others Checkout training

is very positively rated but Customier Care training is less appreciated.

Two thirds of shop workers said their training made little or no

ditference to improving their job performance.

[alt of the shop workers said their training made no difference

to improving their own personal/career development.

In contrast, those shop workers who had been involved in the S/NVQ
scheme were much more positive about how their training improved

their job performance.

Shop workers who had been involved in the S/NVQ scheme were
also much more positive about how their training had improved their

personal /career development,

looks at how the delivers of training affects shop workers vating of their

training. The Rev findings are:

The store manager's attitude is critical to the value shop workers give to
their training; where the store managerZcompany is seen to be

disinterested in traming it s rated more poorly by shop workers,

Most training is front-loaded” Tt takes place on appointment or very

shortly atterswards, There is very little onsgoing training,

Where training is frontdoaded” the value and eftectiveness of the trainimg,

is reduced.

The survey suggests that most professional trainers are of a high standard;
the uality of the trainer makes a gireat difference to the ratng shop

worhers give 1o their traming,

\deos have become o maor method of delivenmes tamme Ouar surve

suzgests they are not greathy valued by shop workers,

The certification of trainma is highly valoed by shop workers, Where
trainmg was certificated itwas more ey tated. The most frequent

mentioned certificate was for food hyvgiene tamine,




Summary of key findings

Equal access to
training?

Chapter 4

Empioyee
development?

Chapte: §
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examines the amount of training women and part - time workers receive.

The key findings are:
Women have less access to training than men, even when they are

doing the same job.

%art - time workers have less access to training than full - time colleagues.

examines the training aspirations of shop workers. It confirms other surveys
demonstrating that shop workers are positive about opportunities for

vocational education and training. The key findings are:
Shop workers want more training,

Shop workers would vatue several additional types of training such as job

specific training, occupational training and emplovee development training.

The rescarchers identified a need for adult and basic skills training

covering reading, writing and basic numeracy.

In conclusion, the Report states that retait emplovers have much to
gain fron adopting the ‘tearning organisation” approach (such as the
Investors in People programme) in partnership with shop workers

and their trade unions.

vt aar s e - et
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Fretace

In 1991 the Union of Shop, Distributive and Allied Workers (Usdaw) made a
formal application to the Distributive Industries Training Trust (DITT) to fund a
project designed to premote vocational education and training (VET) in the retail
sector. The DITT supported the application and the University of Leeds was
contracted to carry out a 3 vear rescarch and training programme with the

following primary aims;

to identify shop workers” attitudes towards VET with particular
reference to their experience of training programmes and to their

traiming needs;

to develop an action programme and training materials designed to assia

union of ficers to promote vocational education and training in retailing,

This Report presents the results of the rescarch into shop workers” experiences of
and attitudes towards their vocational education and training. The Report is
written primarily for those involved in developing VET policies and practices in

the retail sector, both within companics and the trade unions,

An Executive Summary giving the main points arising out of this survey is
available from the Distributive Industries Training Trust, the University of Leeds

and the Union of Shop, Distributive and Allied Workers.

The research team has prepared a Technical Report which contains further
detailed information arising from the survey. For copies and or spedific picces of
data contact the research team at the Department of Adult Continuing

Fducation at the University of Leeds,
The views contained in this Report are those of the research team,

Reproduction i whole or in part of the contents of this publication is authorised
for all non-commerdial educational purposes, provided the source is acknowledsed.

Al rights reserved with regard to commerdial reproduction.
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DITB
DITT
DOSC
EC

liP
LEC
NETTs
NRTC
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TEED
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VET
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Department of Adult Continuing Edudation
Distributive Industries Training Board

Distributive Industries Training Trust
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National Education and Training Targets

National Retail Training Council

Scottish Vocational Qualification,

National Vocational Qualification (Ingland and Wales)
Training and Enterprise Coundils (England and Wales)
Training Education Enterprise Directorate, Emplovment Department
Union of Shop, Distributive and Allied Workers

Vocational Education and Training
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Introduction - Vocational education and training in the retail sector

The national
training context

Vocational Education and Training (VET) has fong been an issue of national
dgniticance and there is little doubt that it will remain an area of increasing
importance for Government policy in the 19905, Investment in education
and training is scen as crucial o the longterm success of the national
cconomy and to the future prospects of generations of working people. For
some observers, the skills and adaptability of the work force are an
important determinant, it not the major factor, in the -wantry’s economic
competitive performance. The main political partics, emplover organisations
and the trade unions are at one in recognising this link between good

quality VIET and national cconomic prosperity.

Given the strength of these views it is signiticant that mudch of the evidenee
accumulated over the last decade points to a major skills gap between
Britain and its cconomic competitors, [n the mid-1980s not only were
Britain's emplovers spending a mere Q13 of tarnover per emplovee on
training compared with the 3% average of the leading companies in the
USA, Tapan and Germany, but most of this training expenditure was

concentrated on sapervisory and managerial statf (Keep 1989),

According to the Faropean Commission (EC 1990) the UK is an @xception
amongst the developed indstrial cconomies in the low level of qualitication of
its poprdation”. whilst The Confederation of British Industry (CB 1989)
concluded that compared 1o our international competitors, the British

work force is toder educated under-trained cond widerqualified”

Government concern about Britan's inadequate VET provision has
prompted a number of miajor policy initiatives in recent vears, These include
the introduction of a new svstem of National Vocational Qualitications
(NVQL) in England and Wales and the Scottish Vocational Qualitications
(SVQs) the establishment of Training and Frterprise Coundils (TFECS), Local
Foterprise Councils (LECS) m Scotland; the Investors in People (1iP)

programme and the National Edacation and Fraining Tarpets (NET1S).

1o
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Introduction - Vocational education and training in the retail sector

The latter, tirst proposed by the CBEin 1991 are now supported by
Government, emplovers, education bodies and trade unions, and are widely
accepted as tocasures of the progress made towards developing an adaptable,
highly skilled and qualified work force. Taken together, these initiatives provide
the potential for a national and uniticd framework of vocational education and

training which no sector of the economy, including retailing, can ignore.

In monctary and employment terms the retail sector plavs a major role in the
UK cconomy. Tt experienced a turnover of CH83 billion in 1993, and about
40p in every €1 of consumer expenditure passes through the industry's tills. In
employment terms, recailing accounts for approximately 1in 10 of the entire
working population with a labour force of about 24 million people, the
majority of whom are women working part-time. The cconomic significance
of retailing combined with the size, composition and character of its work
force, make the sector strategically important in the national training debate It
is likely, theretore, that the VET policies and practices adopted by major retail
emplovers will have a profound impact on national training initiatives and
contribute to the consolidation of, or the break from, Britain’s Gow <kil!

cquilibrivm’ (Finegold 1992, Glynn & Gospel 1093),

Until the establishnient of the Distributive Occupational Standards Coundil
(DOSCY in 1999 the primary responsibility for developing adeguate training
arrangements for the retail sector as a whole lav with the National Retail
Training Coundil (NRTC). Established after the abolition of the Distributive
Industries Trainmg Board (DITBY in 1982, the NRTC supported the
Government's National Vocation Qualification (NV'Q} initiatives and it
developed The Retail Certificate’ which was one of the first NVQs (at levels
Fand 2) o be launched. The Retail Certiticate was the result of collaboration
between emplover interests, educationalists and the Union of Shop, Distributive
and Allied Workers (U haw), the main union organismg, in retailing. From its
launch, however, support for the retail NVOS amongst retait emplovers has
been Tukewarm and the vast imajority of non-managerial and non-upervisory:

retail emplovees <l have no recognised vocational qualifications.

The extremely o indidence of recognised vocational gualifications aongst
retail employees does not necessarily reflect the amount or quality of training
provided since most major retailers have well developed training fadilities and
personneland provide in-house training, The problen is that it is dilficult wo
assess hoth the extent and value of this tiainime, Recognising this diffic ulty,
Eadaw supported the introduction of retailing NVOQs as a mcans for developing
svstematic quality training for all emplovees and as @ foundation stone for .

coherent taining strategy and practice for the sector as a whole,



L Introduction - Vocational education and training in the retail sector

The Union also produced a major policy document (Usdaw, 1991) outlining proposals
For a comprehensive training strategy for the 190s and the 2st century. It defined
training widely as being “wbont enabling people to identify- their owen needs. make chotees.
derelop aptitudes. improre and pxdate skills. got promotion. change carceis. or Just prsie
cand devdlop i enthisiasin . foirself derelopment i or ont of the workplace.”

(Usdaw 19916). Arguing for a broadly based and accessible training, Usdaw identitied
a number of levels and kinds of VET: basic occupational training designed to
develop transferable <kills; ongoing, update training to help workers cope with
rapid changes; development training to enhance promotion or career change
opportunities; training for people reentering the labour market and personal
development training, (Usdaw 19917-8). This policy statement retlocts the
Jdetermination of the Union to play a major role in developing a qualiey VET

provision for retail employees in the UK

Employec-centred
approach

Much VET literature tends o focus on Government policy initiatives or on

cmplover-determined training strategios and practices. The motivation, aspirations
and experiences of employees are often ignored or sidedined. All oo often, training
tends to e assessed exclusively in terms of outcomes determined by employers.
Little attention is given 1o whether the training provided meets the needs that
emplovees themselves identify, or whether it increases their joby satistaction and
their aspirations tor carcer development within the company or the sector. This
; Report is enmplovec-centred, concerned with the VET experiences and attitudes of
emplovees. The Report is predominantly focused on non-managerial and non-
supervisory emplovees; part of the missing millions” of the UK work force who
tend to be unqualified, relatively undereducated and with only the most limited

aceess o VET opportunities.

The reason for this approack is not simply that shop workers” views and
experienees of VET have been underresearched. Tt ako reflects our view that any
wlution for the widely documented guantity and quality imitations of vocational
education and training in the UK requires the involvement and active participation
of emplovees and trade unions working in conjunction with emplovers. The
failure to develop, in employees, a recognition of their own potential and personal
worth, coupled with a lack of strategies to develop that potential is, we would
argue, the single most important structural weakness of past and current eftorts

designed o improve workplice learning opportunities and qualitications.
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Qutline of the
contents of
the Report

Chapter |

Chaster 2

Introduction - Vocational education and training in the retail sector

of the Report is concerned with identifving how much training shop
workers receive dnd the tvpes of training currently used in the sector. It
provides estimates of the average length of shop workers” vocational training
and explains why these estimates challenge those contained in previous
rescarch. Chapter 1 also highlights the fact that, in the absence of industry-
wide guidelines or minimum standards, the quantity of training varies
widely both between companies and within companies and it identifics
some of the Factors influencing the variations in the levels of training
provided. Finally, the chapter brietly comments on the main training

subjects curtenthy offered by retail emplovers,

breaks new ground by trving to assess how useful or valuable emiplovees
find the training which they receive, The chapter provides an analvsis of the
value shop workers placed on their training experience in general and how
usetul they feltit was for the performance of their johs and for their career
and personal development. The evidence presented suggests that although
shop workers are positive about the notion of training and generally
weleeme any kind of training, many are negative about the value of the
actual training received. Only a minority of our sample thought that
training greatly improved their job performance and fewer thought it
greatly improved their promotion prospects or their fabour market mohility
Finally, the chapter indicates that shop workers with experience of the
nationally recognised S/NVQ accredited training programmes and
assessment procedures were much more positive about training and their

job and career prospects,

examines how retailing VET is delivered. It looks at some of the factors
which emplovees identified as influending their perception of how usetul
or valuable they found their training. The chapter comments on a wide
range of issues, including: the effect on shop workers of their company and
store training culture and workers” assessment of their trainers and of the

teaching methods commonly used in the sector to deliver VET,

13




Introduction - Vocational education and training in the retail sector

examines the issue of who gets access to the retail VET that is provided. A
number of other studies have demonstrated that access to VET throughout
all sectars of the British cconomy is uneqgual and is influcenced by such
lactors as gender, part-time hours, edicational qualitications, emploviment
status and grade. This chapter shows that the retail sector conforms to this
general pattern. Due to the overalt fow quantity of VET provided to retail
cmplovees the differences of access we identify are not large. Nevertheless,

the evidence of our survey suggests that, even swhere they are in the sanie jobs:

S part-time workers receive less training than full-timers,

o women workers receive less training than male workers.

As part - time workers tend to receive less training than tull - time workers
the increasingly part - time nature of retail employment will exacerbate the
existing tension between casualised emplovment and the efforts being made

to extend good quality, recognised VET throughout the retail sector.

links retailing's VET to the wider debate about training and employee
development. It deals with shop workers” training aspirations and indicates
that there is a widespread demand for not only greater amounts of training,
but alvo more comprehensive training and that which promotes personal
development. Shop workers” training aspirations not only suggests that their
existing VET is inadequate and narrowly job specific but also that
emplovers are tailing to recognise and use the full potential ot their
emplovees. The chapter condludes by arguing that both emplovers and
emplovees have a tremendous amount o gain from improvements to the
retail sectors” training provision and that the only really effective way to
break out of the industry's own “low skillb equilibrium’ is for emplovers to
enter into partnership with their emplovees and their trade union to

develop the VET programmes needed.
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iatrodu ton - Vocational education and training in the retail sector

This Report is based primarily on research into shop workers” experiences
of vocational education and training received from their carrent employer.
The research was conducted during April = December 1993, Tt involved the
completion of a detailed postal questionnaire and semisstructured
interviews with retail employees, Usdaw members in retailing as well

as non-union shop staft completed and returned questionnaires and were
interviewed. The questionnaire was designed primarily in collaboration
with groups of shop workers and was distributed by Usdaw and those
companies actively participating in the survey. The bulk of the interviews
were conducted by shop worker« who received spedial training in
interviewing technigques from the tescarch team. 1974 postal questionnaires
were completed and returned and TS semisstructured interviews were
carricd out. The questionnaire returns indicate that the survey sample
broadly reflects the gender and part - time working characteristios of the
retail sector as a whole. The characteristios of the sample in this survey are
also in line with those of the Institute of Manpower Studies No. 238 (1993)
report on training hased on six companies in the retail sector. A fuller
deseription and explanation of the research methodology underpinning

this Report is contained in Appendiy L
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Chapter | - The extent of vocational education and training

Introduction

1.1

Awmounts of craining

1.2

&3

b

-y

In order 1o understand the VET experiences of retail emplovees it is first
necessary to examine the extent and variety of the training which they
actually receive. Knowing the baseline of training within the sector allows
us to compare the amount of training that takes place in ditferent parts

of the industry and how it compares with other sectors. NMorcover, in our
opinion, it provides a measure to set against the requirements of the retail
sector's own emerging standards encapsulated in the retail 8/NVQ -

The Retail Certificate. This chapter, theretore, examines the amount of
training shop workers receive from their current employer. fe looks at what
tpe of training is provided, how much time is given to cac h subicct and

who receives this training,

In order to assess the extent and variety of training received by retail
emplovees, we identified the T most common subjects covered in company
training programmes. These were identitied by discussions

with shop workers, training managers and trade union tull-time otficers.

The 11 training subjects were

indution,

admimstration /zeneral office,
\;lsh lmndlin_u,

cash office,

hedhout orill,

computer,

customer caie,

food hyverene,

hu\\' to \('”,

product knowledge,

product recognition,
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Chapter | - The extent of vocational education and training

We disted these subjects in our questionnaire and asked shop workers how
much time they spent on cach of these T separate arcas of training, Using,
their questionnaire replies we were able to aaleulate that, irrespective of the
fength of their service, shop workers received an average of approximately

3 hours” vocational education and training from their current emplover.

Taking a day’s training to equal 6 hours this means that:
a shofs worker recewed o averdge aloat 575 daye tota tranung o oy

Hecifetme of ther e vt with ther careent ey

IUis important to note that this average of 375 davs’ total training per shop
worker incorporates a considerable range of training provision. For example,
as-Figoe 1 shows, 19" of shop workers received a total of | day or less

training throughout the lifetime of their emplovment with their emplover

and almaost 33 received 4 d;l)‘.\ or less.

Total length of training during employment with current employer

© HALFTO Y DAY_ e

UPJO HALF A' DAY




1.4

Another way of understanding the amount of training shop workers
received s to relate it to the tength of thedr service with their current
emplover. In the overall survey the average Tength of service was just over
61 vears. Women shop workers tended to have Tonger periods of service,
an average of 6.3 vears, than their male colleagues who had an average

of 3R vears' service. The length of service varied according to occupation.
For example, shelf replenishers had an average of 45 vears” service,
checkout operators almost 6 vears, butchers 84 years and store managers

16 vears' service.

The amount of training per year of service indicates that:
0 shop workes 1ecowed on average gt undes Iocays trainme for oo yee

of v

[t is important to note that the actual amount of VET provided for cach

vear of service also varies considerably. For example, 4 in 10 shop workers

only received half a day’s training or less per vear of serviee. (Figure 2)

Figure 2 Training per year of service

“HALFTO 1 DAY -

UPTO HALF A'DAY

L5
Our data on the amount of training received by shop workers difters
considerably from that presented in the Department of Employment's report,
Training in Britain (1989) which dealt with the length of training working
people in the UK recived in the vear 19861937
“The Training in Britain rescarch showed that, i this one vear, retail employees
receved, on average, 83 davs taining. I only those who recened vaiming wie
included, the average length of training <hop workers received in the year
1986 87 increased from 83 davs 1o 12.2 davs, (Figure 3)

ERIC 25
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Figure 3  Days’ training per employee in different industries in 1986-87

CLOTHING
TRANSPORTI
: COMMUNICATIONS
. OTHER PROCESS

WHOLESALE

CHEMICALS

CONSTRUCTION
- METAL GOODS
CATERING .
MECHANICAL ENGINEERING
EXTRACTIYEIENERGY -
ELECTRICAL ENGINEERING @
FINANCEIBUSINESS SERVICES

(Deatat from Emplovers’ Activities, Training in Britain 1989:20)

1.6
The average level of shop worker training in the retail sector shown in
our survey is 373 total days” training which works out at just inder 1 day's
training for cach vear of service This is considerably less than the 83 days
per emplovee shown in the Training in Britain report tor the single vear
J9R6- 87 Also, our estimate includes induction training which is deliberately
excluded from the Training in Britain cstimates. Some of the ditferences
in the two reports will be due to ditferences in the rescarch methodologies
and some of the information contained in the Training in Britain report is
in some wavs not compatible with the data we have collected.
For example, our survey covered the entire period of work with the current
emplover whereas the Training in Britain report dealt with 1 vear only.
Most importantly, our survey was based on information provided
by shop workers (the people who received the training) whereas the
Training in Britain report was based on interviews with senjor managers
and others concerned with the delivery of the training, Tt may be that the
managers and others interviewed for the Training in Britain veport had very
ditterent ideas trom shop floor statt about what constitutes training,
Also, some of the managers interviewed during the Training in Britain
research may have overstated the amount of training given to their
emplovees because there appear to be considerable ditfs rences between
olficial company training policies and procedures and evervday store

fevel trainmg practices,

ERIC
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Training in
diffcrent stores

1.7

The size and the tepe of the retail outlet affected the anount of training

the shop warkers in our sample received.

Comparing large and smail supermarkets

Companies with smaller outlets appear to lack the resources and professional
trainers needed o dediver the same levels of training as companies operating
large supermarkets. When the amount of vocational education and training
received by shop workers in small and Targe supermarkets is compared it
emerges that staft working in smaller supermarkets received loss training,
For example, 36+ of sttt emploved in small supermarkets received | day or
less total training but only 1537 of the staff emploved by farge supermarkets
received this Tow level nf' VT This f.ilklin}i u\l]ﬁl'l)].\ the Training in Britain
report that the size of the establishment eftects the amount of training

emplovers provide their statt,

1.8

Comparing department stores with large supermarkets

Staft working in department stores tend 1o have longer periods of service
compared with staff working in large supermarkets and also have a different
relationship with the goods on sale and the customers,

Nevertheless, our survey suggests that department store st did nor receive
more training than their counterparts working in large supermarkoets.,

For example, 23 of the saft employed in department stores received 1 da
or less total training but onlv 157 of the staff emploved in farge sapermarkets
received this Tow Tevel of VETT At the other end of the scale, approximately
4 of shop workers emiploved in large supermarkets recenved more than

S days ol training as compared with only 23° departiment store staft’

1.9

Comparing large supermarkets

Our survey revealed that the amount of training given to shop workers
varicd considerably between companies operating in the same part of
retarling. Comparing the length of training provided in - laree supermarket
companies showed signiticant variations. Figrere -f shows that shop workers
emploved in different companies receved significanty Jditferent amounts
of taming. For example, in Company A 67 ol stalf recened tamimg of

hatt o day or lessand 130 received between 3 days” total waining but in
Company B3 received up to hall a day and 9 received hetween 4 3 dae

l\\l.ll ll'.llllll]L’,.
. 27
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Figure 4  Total length of training: comparing 4 large supermarket companies

(The figures show the percent of staff in cach category)

T e R g i T 0

Four: g@hibaniés

S Upto -
- half a day,

Company A )

Ccompany B 3 3 14 I8 9 30 14 9

Company C 10 9 12 21 10 22 12 4

Company D 12 16 I8 16 6 20 5 6
110

To ensure the fevel of variation in these 4 companies was not the result
of a different occupational mix we also examined the Length of training
given to checkout operators (one of the largest occupational groups)
working for 2 farge supermarket companies. The variation in the

amount of training they received was quite pronounced. Figure 3 shows,
for example, that 39% of Company A compared with 40" in Company B

received 1 week or ess total training,

Figure 5 Checkout operators training: comparing 2 large supermarket companies

PERCENT OF’
" STAFF IN EAC
7 _CATEGORX -
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Training in
one company

.11

Most large retail companies have training policies and procedures which are
designed and specified by Flead Oftice personnel and training professionals.
One would expect, therefore, that shop workers employed by the same

company would receive broadly similar amounts of training.

Comparing training levels within one large company

Our survey indicates that shop workers in the same company often received
widely varving amounts of training. [t is evident that a company’s centrally
determined training policies are not always applied at thar

store level. Figure 6 shows the amount of training received by checkout
operators in one large company is not at all consistent. For example,

taking checkout operators with 1-3 vears” service (so we are dealing

with current practices). 187 of the sample received 2 days” or less training,
32" received between 4 -3 davs and 4% were given 1 -2 weeks

total training. The same levels of variation occur for other occupational

groups and in other companies.

Figuwre 6  Checkout operators, ail types of training: a large supermarket company
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112
Figure 7 examines the amount of till training (a specitic type of training
provided for an occupational group) given to the checkout operators in one
large supermarket company. Only checkout operators with -3 vears’
service are induded in this Figure so we are dealing with current training
practices. The Figure shows that although the majority of checkout
operators received between 2- 4 davs” training a large proportion received

guite different tevels of till training,

Figiie 7 Checkout operators till training: a large supermarket company

" PERCENT OF STAFF"
.. IN EACH.CATEGORY

| HOUR OR'LESS

B LERIC )
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I.13

Figure 8

Factors influencing
the level of training

I.14

® e @

“Having been trained for a
new store everyone has the
advantage of time.

When taken on in an
established store it is usually
because someone has left...
the new staff are needed as
soon as possible so training
tends to be rushed.”

Interview extract

When we compared castomer care training in the same company high
fevels of variation were also found. Tn this vase, for example, almost 40 of
staft have, to-date, received no customer care training 247 said it took
about 1 hour and a further 227 reported customer care training of up to

halt a dav's duration. (Figure 8).

Customer care training: a large supermarket company

The guestionnaire and interview data suggested that there are 4 Rev
stractural factors influencing the variation in the fevels of training provided

within a company, These are:

when waft initially start working for their company;
the workload in the storg;
the store manager's attitude to training;

the availabitity of the salf wainer.

Stft recruited when o store is Being newly opened generathy received the
company's full training programme. However, il they are recraited at any
other time the amount of training they received could Tall considerably.
Also, st joining thein companies at peak workload times of the vear,

such as Chrstimas, LIV s oL on training,

The day todav workload on existing staf b s also important. In the
questionnaive half the sample agreed with the statement that ‘the manager

wants to train but there s never cnough staff o release for training,’




“In - store training tended
to be rushed — pressure
of completing jobs and
having interruptions

from customers.”

Interview extract

Figure 9

ERIC
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The interview data shows that the store manager's commitment to training
and the resources available to her or him can determine how much training
is carricd out in a store. The IMS study also shows that the attitude of

the store manager towards vocational education and training, and not the
company’s declared policy, often determines how much vocational

education and training is provided to staft.

The availability of the statf trainer is another key factor effecting the
amount of training staft receive. Night staft tended to receive fess amounts
of training. Almost one third of all night shift workers only received halt
a day’s total training but much smaller proportions of day shift staff tell

into this category. (Fgure 9)

Training and the effects of different shifts: shop workers receiving only
half a day or less training

Part of tais difference may be due to the fact that the majority, 6 in 10
of night workers are engaged in shelf replenishing and staff in this job
received less training than most other groups of workers, Emplovers feel
this amount of VET is sufficient for the job but, of course, it feaves little
or no room for VET which opens up prospects for alternative jobs,

promation or }wrsnnnl dc\‘(‘lopmcim
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Training in different
occupations

1.15

Figure 10

Different training
subjects

I.16

LRIC
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Our survey indicated that there are significant differences in the amiount
of training received by cach occupational group. For example, almost 7in 10
clerical workers and 6 in 10 cash office statt received more than 3 day-'
total training but at the other end of the scale very few warchouse workers

or shelf replenishing staft received training of this duration. (Faure 10)

Percent of staff in 10 retail occupations receiving
more than 5 days’ total training

SALES ASSISTANT.

{SHELF REPLENISHER.

The 11 most common types of training currentiy used in the retail sector

were identified in Section 12

Not all statt received training in all these subjects, For example, only 8

of the statt in the whole sample said they had received any cash of fice
training and only 17 of the sample were provided with computer training,
At the other end of the saale 617 of the cample have received some

checkout training and 67" customer care training, (Fiawre 11)
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Figure |1 Percent of staff receiving each training subject

PERCENT OF

induction

1.17

" would like to have had
some induction training...

fire evacuation and at least . - . .
shown where the toilets workers in our sample and only 17 said they had not received any such

Just over Rdn 10 shop workers received some type of induction or start

up training, It is the most common type of training reported by the shop

and canteen facilities were. training However, the contents of induction training can vary a great deal.
[ wouldn’t like to work for the

It can inchude a snapshot of the company, staft disciplinary and health
company when | left college”

and safety policies and such items as staft uniform, fire drill procedures
Interview extract and smoking rules. Induction training is often the first substantial point
of contact between the new emplovee and the company and it is often
the only company wide view the newly appointed statt member will
receive. For some statf it can be the only formal training they will ever
receive. Nevertheless, although it is an extremely important arca of
training our survey indicated that approsimately 707 of induction

training took 1 day or less to complete.

Custuimer care

1.18

Customer care training was the second most frequently reported training
suthjec U Tust ovet two thitds of <hop sworkers have received some castome
care traming, Of those who received this training about 37 were given

an hour's training and a further 36" received half a dav's training,

ERIC SR Y




Q

Aruitoxt provided by Eic:

ERIC

Chapter | - The extent of vocational education and training

Product knowledge
and recognition

I.19

About halt the sample received some product knowledge and product
recognition training. Most of the statt concerned reported cither | hour

or half day sessions,

f-ood hygiene

1.20

The number of statf receiving tood hygiene training has rapidly increased
in the last 3 vears Following the introduction of legislation to protect the
public by making this training compulsory” for all statt handling tood.
Some 38" of the statt in our sample had received some food hygiene
training, However, food hygiene training is relatively short. In halt the
cases the training took half a day or tess. Figure 12 gives a breakdown

of the amount of food hygiene training shop workers received. In addition,
our research also showed that 1in 10 of shop workers directly handling

food mav not vet have received any foad hvgiene training,

Figure 12 Length of food hygiene training courses
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Administration/
general office

1.21
Approxinately half of the shop staft working directly in clerical, computing
and other refated jobs have received no administration /general office training,
Of those being provided with some administration/general of fice training
just over one third said this took 4 davs or more. About half the managers

in our sample did not report any administration/general ottice training,

Checkout

1.22

“Using computer tills . Almost a quarter of the sample gave cither checkout operator or checkout
gave me more confidence...
| seemed to pick up the
training really quickly and as

supervisor as their main job but considerably more, approximately 60

of our sample stated they had received some till taining — generatly of

this is my first job since leaving short duration. In the case of dedicated checkout operators (those shop
school it made me feel good.” workers who said this was their main job) 137 received | hour's till training,
Interview extract 36" received between halt and 1 dav's till training, 37 received between

2and 4 davs and 4% said they received over 4 days till training,

Computer
technology

1.23

“On-going training package The Institute of Manpower Studies No. 238 (1993:28) report states that
for the computer, done on
the computer but no work
books to go with it and

evervone in retaiting 1eill need a general awareness of what wchnology can do,

and be able o aceess imformeation frome it” In our sample, however, computer

no-one explained what it training had only been given o 1770 of the statf. Morcover, a lot of this
was we had to do, it was training was fairly short with 23" of the training taking 1 hour and a

a case of fumble through.” Further 28 lasting between half and 1 day.

Interview extract The IMS report also stated that store and warchouse managers must
have a strong appreciation of information technology, be able to analvse
data and also train others. In our survey, three quarters of the managers
and supervisors (approximately 230 of our sample) did not report any

computer training,
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Additional training

courses

“Hazardous substances,
rushed through in 10 minutes
by a department manager

answer paper to answer in
another 10 minutes.
NOT MUCH USE”

Interview extract

O

LRIC

1.24

About a third of the ample received training in addition to the 11 most

common vocational education and training subjects currently used in the

and then given a question and retail sector. However, much of this training was concentrated on managers

and supervisors. Although managers and supervisors only make up 137 of
the sample, they received 39 of this additional vocational education and
training. This additional training varied from a few minutes being shown
how to operate a fire extinguisher to lengthy and residential outward hound
courses desizned to develop managerial team spivit. There were 14 people with
courses, mainly dav release, which lasted between T and 3 vears.

However, for most people these additional training sessions did not last very
tong Almost a quarter of the courses took under halt a day to complete and
although 70 people saidd they had undertaken an extra 4 or more courses,
about 60 of the sample who received this additional training stated they

had attended only 1 additional course.

1.25
Over 200 difterent course titles were recorded, many of them were
company specific. There were approximately 130 supervisors in this
sample = but only 25 statf said they had received supervisory training.
The most frequently reported courses (over and above the T most common
courses used in this questionnaire) together with the number of respondents

reporting this type of course (in brackets) are as follows:

@  ealth and <afety (116),
@ Firstaid (63),

&  Fire fighting (49),

@  Basic food hygiene (31),
®  Delicatessen (30),

@ Baking (2%),

@&  Supervisor training (23),
@ Provisions course (25), '
& Chill chain (23),

™ Management training (21).

1t should he emphasised that adding this traming time to the time spent on
the T most common training activities would not substantially increase the

average length of training provided to the shop workers in our cample,
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The data provided in this chapter indicates that, on average, shop workers
received a total of 375 davs’ training from their current emplover,
irrespective of the length of their service. Since the average fength of
service of our sample is approximately 6 vears, this works out at just under
b day's training for each vear of service, The level and tvpe of training
provided is influenced by a range of factors including, the size and type
of store, the store manager's attitude to training and the training staft and
resources available at store level There are wide variations in the training
provided both between companies and within the same company
{sometimes even within the same store). Finally our survey suggests that
the amount of VET shop workers received is below the levels suggested
by carlier Department of Employment commissioned rescarch and less
than the amount many company Head Office Training Departments

believe is taking place in their stores.
81

The amount of shop workers” training appears to be insufticient to make
major inroads into the National Education and Training Targets or to be
commiensurate with Government, CBI and trade union aims of overcoming
the skills gap between the UK and its cconomic competitors, The sector's
S/NVQ, the Retil Certificate, is a competence based qualification and not a
time based qualification and, therefore, there are no industrv-wide guidelines
of the amount of VET needed to gain the Retail Certificate at levels |and 2,
The qualitication is said to be the equivalent of 4 GCSEs at levels A-C but
even allowing for prior learning experience and the competence based nature
of S/NVQs, the shop worker's current average level of training of 375 davs

in total does not appear to be in line with these equivalents.
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Chapter 2 - Shop workers’ views on the value of their training

This chapter examines shop workers” views about the value of their
vocational training. The primary aimis o identify how usetul they

found the training for the performance of their jobs and with regard

1o their personal and career development. We abso compare the evaluation
of those shop workers wha participated in a training programme leading 1o

an SZNVQ with those whose training did not lead wo such a qualification,
Ay l

2.2

‘t'he Training in Britain report noted that all trainmg tends to be valued highfy
because training itsell is regarded as a 'good thing” Our research tended o
confirm this condlusion and when shop workers were asked general
questions about how valuable and usetul they found their training, the
responses were very positive. A rather different picture emerged, however,
when we probed more deeply and asked detailed questions both in the

interviews and on the questionnaire.

General attitudes
towards traiining

2.3

On the questionnaire the overwhelming majority of shop workers put
their vocational education and vaming in the wsehd tovery setud vange
with onhe a few ol thenr recording that their traning wasnor rery wsetul’
ot ol inelul” Oncexaniming shop workers” assessment ol the T tming
subjcats common thronghout muach of the retail secton we found that 31

sard then vamme was very wseald (L e 13
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.PERCENT OF STAFF
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Chapter 2 - Shop workers’ views on the value of their training

The value of training

This is a positive set of training outcomes. Nevertheless, there were also

a number of important differences in the shop workers” evaluation of

different types of training. For example:

the most highh regarded training course was checkout or till training

where almost 7 in (O of the sample said it was very useful’

about 80" of shop workers received induction training but less than

half said that this training was ‘very uselul’

almost 70" of shop workers reported some tepe of customer care

training buv onlv 4in F7 - lescribee it as Tery useful®

the highest fevel of negative evatuations were for cash of fice and
administration /generalt of fice training, Tust under 217 of those receiving
cash office and 47 of those receiving administration/general office training

stated that the training was cither mor very wselul” or ‘not wsetul”.




Training and job
performance

2.4

Q
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We enamined shop workers” views on the value of their training in some
detail by asking 7 questions concerning the of fects of the training on their
attitudes towards their jobs and it they thought it had improved their job

performance, (Figure [4),

The effects of training on job performance

o <IN COMPAN
. MORE INTERESTED. ;
AINjOB .

£

MORE POSITIVE
‘AB oB "

It is significant that about G in 10 of the shop workers in our sample
concluded that the training they received led to no great improvement in any
of the arcas identified. Only about 1in 3 belicved their training had helped
them to do their job a great deal better whilst 2 in 3 saw little or no change
in their interest in their jobs. Worse stll, Tess than 1 in 3 of the workers
surveved thought that their training had made them a Tot more interested
in their company. Interestingly, the best resubts concerned the impact of

training on their confidence in being able o help out colleagues more.,
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2.5

It can be argued that checkout operators and sales assistants are in the

front line” with regards to customer service and, therefore, need 1o he <killed,
well informed and positive in their attitudes. With this in mind we looked
at how checkout operators and sales assistants felt that training atfected

their ability to do their job and their feelings about their jobs. (Figoe 15)

Figure |5 Checkout operators and sales assistants: attitudes
towards jobs following training

Approximately 3 in 10 of these ‘front line' workers se” Vthey coutd do their
job a great deal better following training, a further thng said the training,
made little difference and the rest said there was no real change.

Only 287 of the shop workers in these jobs reported they felt a fot more
positive about their work following training compared with 667 who «aid

the training made little or no difference,

43
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Training and personal
developrient

2.6
Emplovers investing in VET obviously look for a retarn with regard o
emplovees attitudes towards their jobs and improved job performance.
Good quality VET, however, has also to ofTer more to emplovees in terms
of the development of transterable skills and of new employment
{and learning) progression routes. This link between training and staft
development is vital it emplovee commitment to and involvement in
training is to be secured and it training is to contribute towards the creation
of a multi-skilled and adaptable work force. Our survey of shop workery’
views on the value of their training, theretore, indluded a number of
questions coneerning the effects of this training on personat and career
development. The responses indicated that a sizeable proportion of our

sample see fow links between their training and their personal development.

2.7
Fiamere 16 indicates that very fow staft believe that their training has
substantially enhanced their prospects tor promaotion with their
current emplover. Thus, only 137 of the shop workers in our sample
reported that their training had greatiy increased their promotion
prospects compared with almost 60" who stated that their training

had made no real change’,

Figure 16 Training and promotion
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2.8
Three of the largest groups in retailing are: checkout operators, sales
assistants and shelt replenishers, We examined the views about training
and promotion for cach group. Figure 17 shows that only 10-12 of shop
workers in anv of these 3 occupations believed that their training had
greathy increased their promotion prospects compared with 61-707 who

stated there had been no real change’

Figure 17  Training and promotion for ol
3 occupational groups T

2.9
Good quality training should provide shop workers with transferable skitls
(skills recognised and valued by other emplovers). However, Figire 18 shows
that only about 1in 3 of the shop workers in our survey think that their
training has significantly increased their abilite to gt a better ioly with

another company'.

Figure 18 Training and job mobility
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Chapter 2 - Shop workers’ views on the value of their training

Training and S/INVQs

2,10

The reteil sector's S/NVQ (The Retail Certificate) was launched in 1988
but recent data shows that it has not vet become widely adopted
throughout the sector, even amongst major emplovers (NVQ Monitor
Spring/Summer 1994). This was reflected in our survey where only just
under 4% of our sample (75 shop workers) reported that they had received
or were engaged in training linked to a §/NVQ. Nevertheless, we wers
concerned to see whether or not the possibility of getting an S/NVQ had
any impact on emplovees’ perceptions of the value of their training,

In spuee of the smalliress of this sample the data collected in our survey
showed quite clearly that shop workers with S/NVQ experience were

fae more likely than their non-S/NVQ colleagues to say that their training
experience was positive, In every category there was a greater proportion
of staft with experience of a S/NVQ who said their training had a

considerable and beneficial offect on them.

2.11
When we examined shop workers” views on the value of ieir training
and how it had cffected their attitudes towards their jobs and it it had
improved their job performance we found that 34% of the whole sample
said they were able to do their job a great deal better following training,
[However, a greater proportion, 46%, of the shop workers who reported
some S /NVQ experience stated that the training had enabled to do their

job a great deal better following training, Similarly, only 37% in the whole

sample but 38% of the S/NVQ group indicated that they could take on

a great deal more responsibility following thar training,

In Figure 19 we show how many shop workers with S/NVQ experience
stated that their training had improved their job performance a great deal
and compare it with the response from the rest of the sample. In cach of
the 7 statements used in our questionnaire to gauge the relationship
hetween training and job performance shop workers with S/NVQ
experience tended to be more positive about their training than the sample

as whole.

O
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Chapter 2 - Shop workers’ views on the value of their training

Figure 19  Percent saying training had a major impact on job performance:
whole sample and SINVQs compared
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A similar picture emerged with regard to job promotion and job mobility.
In our overall survey only 13% of shop workers said their training had
greatly enhanced their promotion prospects whilst 3% stated it had
made no real change’ In the case of the S/NVQ sample, however,

the proportion indicating that they felt their training had significantly
improved their promotion possibilities doubled (34%) and less than

Fin 3 saw no real change’ (Figure 20)

Figure 20  Training and promotion: whole sample and SINVQs compared

. .'PERCENT OF STAFF
"IN EACH CATEGORY.
R R

)

" ALITTLEMORE

. WHOLE sAmPLE

PAFulToxt Provided by ERIC




Chapter 2 - Shop workers’ views on the value of their training

2,13
S/NVQ acereditation made asigniticant difference to shop workers” views
on the value of their training with regard to joh mobility: In our overall
survey 730 of shop workers stated that their training had made litde or
no real Change to their ability to get a better job with another company.
Those with S/NVQ experience, however, were much more positive:
almost 1 in 2 of these workers (compared with 1in 3 of the whole sample)
believed that their training had greatly enhanced their job maohility potential.
Relatively few shop workers with S/NVQ experience said their VET had
made ne real change’ to their job mobility prospects. It may be that the
nationaly recognised S/NVQ certificate as well as the S/NVQ- related
training programme increased the shop workers' positive assessment of the

training,. (Figure 21)

Figure 21  Training and job mobility: whole sample and SINVQs compared
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Chapter 2 - Shop workers’ views on the value of their training

[n our survey the vast majority of shop workers expressed positive attitudes
about the general value of trining. But, when asked to assess the value and
usefulness of the training they have received with reference to specitic
criteria they were far less positive. Only 2 in 5 found that their training gave
them a lot more confidence or allowed them 1o help out their colleagues a
lot more, while only 1 in 3 found themselves able o do their job much
better or felt much more positive or interested in their job. Just under 1in
3 said that their training made them a great deal more interested in their
company. Training was not seen to lead to opportunities tor promotion with
3in S of our samy e believing that promotion prospects would cither not
impaove or only improve a little, Neither was training seen as providing the
transterable skills that would lead to job mobility, with only 1in 3 of the
sample believing the training had done a ot to equip them to get a better

job with another company.

Emplovers recognise the important role plaved by their statt who meet
the public on a day by day basis. Yet only 1 in 4 sales assistants and a
slightly more encouraging 2 in 3 of checkout operators telt that training

equipped them to do their job mudh better.

The single most encouraging development came trom our study of the
attitudes of the admittedly small number of our survey who had experience
of S/NVQ accreditation. 1ere, emplovees were much more positive about
the benetit of their training in terms of their job performance, their attitude
towards their job and in contributing towards promotion and job mobility.

Positive attitudes in some categories doubled.

These findings have major implications for retail empleyvees. There s littde
doubt that large companics in particular put a tot of time and effort into
training programmes and have a commitment towards training. Yet the
results of onr research show that according to the shop workers surveyved
what is currently provided fails to deliver satisfactory outcomes from the
viewpoint of both eniploveds and emplovers. This must inevitably aftect
staft performance and morale. Greater attention is urgently needed toa
consideration of what emplovees want and why current programmes are
failing to interest and involve them. Also, further rescarch is needed to

examine the impact of S/NVQs on emplovee perceptions of VET.
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Chapter 3 - The delivery of training

Intiroduction

3.1
In this chapter we examine some of the major factors concerning the
delivery of VET which influence shop workers” evaluation of the training
which they receive, These factors include such items as, the extent of
company support for training, the teaching methods and aids, the guality

of the trainer, the timing of training and certification.

Management attitudes
towards training

3.2
Our survey indicated that the training culture areated by companies and
by store managers has a significant effect on shop workers” evaluation of
their training. For example, when shop workers indicated that their
company stronghy encouraged VET the percentage reporting their induction
training as very wseful’ rose to 64" compared with the sample average of
43" Conversely, i the store manager was perceived as being particularly
uninterested in VET the percentage describing their induction training
as rery usefud tell o 31 Figres 22 and 23 reaftirm the importance of

a strong company fead in training.

Figure 22 examines the effect of managerial attitudes towards training,
When shop workers regarded their manager as interested in VET the
proportion who reported their training experiences enabled them to

perform their job a great deal better rose substantially,
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Chapter 3 - The delivery of training

Figure 22 Feeling able to do job better following training:
the effect of managerial attitudes

50%

PERCENT OF STAFF
INEACH

CATEGORY

Figure 23 demonstrates that when shop workers perceived their managers as

interested in VET a considerably greater percentage said their training made

them feel a ‘wreat deal more” confident doing their job.

Figure 23 Being more confident in the job following training:
the effect of managerial attitudes

43%
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3.3

In general terms companies and store managers were seen to promote
VET and only 20 of our sample reported a negative attitude on the part
of managers. However, 337 reported that although their LOMpany was
“keen” on training, wothing miech happens in my store” NMoreover, 37 of shop
workers inour survey indicated that although thev helieved that their
manager wanted to train them there was never enough staft to spare for
training. It is evident that if companies e going to maximise the henefits
of training th 1 thev need to be seen o be providing positive support

for training and ensuring that statting fevels and training resources are
sutficient to allow offective implementation of company training policy

A rhetorical commitment to training is quichly seen through by shop workers,

Front-loaded training

3.4
“| feel on-going training Our survey indicated that there is little evidence in the retail sector of
for the people on the shop dcommitment to providing shop workers with continuing training,

floor is non-existent yet it is
important. How else can we
keep up-to-date...how can we ] o ) L ]
ever know too much.” on-going. FHowever, it is evident that most training is front-loaded. taking phlace

There is some up-date training, for example, when new checkouts are

introduced and some product knowledge training was said to be

. at the beginning of emplovment. Figire 24 shows the 11 most common
Interview extract ' .

training courses used in retailing and the percentage of shop workers whao
received this training in the same vear thev started \\'m‘k with their
emplover. In most cases very few shop workers (2-37) reported that they

had received subsequent training in these arcas,

Figure 24  The timing of training: percent of staff receiving training in the
same year they started work with employer
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35

“They try to tell you a lot According to our interview and questionnaire data, training provided in one
of things all at once, giving
you a lot of information to
store in a very short time.”

block at the beginning of the emplovment, especially when there is littde or

no on-going training can be inctfective. Many people feel they are given too

) much data in too short a period of time for it to be assimilated.

Interview extract -
Morcover, when people are new to a company it is not always casy to know
what is really important data and consequently everything has to be retained
and this adds to feelings of information overload. Additionally, being new

“As if the only way to make

to a company and lacking experience, means the individual is frequently
people understand was to

; able to ask relev: stions. As there is often no other training

keep on hammering away unable to ask relevant questions. As there is often no other training

at the same thing over and opportunity, gaps in knowledge created at this stage can remain unfilled and
over again. errors uncorrected. From some of the interview responses it would appear

Interview extract that companices try to overcome some of these problems by constantly
repeating the same points. The interview data suggests this may cause some

resentment and be counterproductive.,
The trainer

3.6
“..training did make

The professionalism and competence of the trainers is a significant factor
me feel more confident and

comfortable because the influencing shop workers’ views on their training. Qur survey indicates that,
trainer was very good and on the whole, staft trainers are of a high standard. About 23% of our sample

I gained a lot from her. Cindivated that their trainers appeared bored, strict and formal and only

Interview extract really interested in getting through the session. The rest of the sample, 757,
said their trainers were knowledgeable, conveved points well and appeared
to he interested in their views. This positive evaluation of trainers varied

“The training given was

when examined in conjunction with different occupational groups.
excellent and very useful

(it) enabled me to become For example, G9% of sales assistants said that their trainers were very
efficient, understand the job knowledgealle but an even larger number of checkout operators (84)

rather than ‘ust pick it up'...
because the training was
excellent it enabled me to

described them in this way. The importance of good staft trainers can be

iHustrated by examining the effect trainers have on shop workery

. . . ” N N N “ ety ] N . . - e Wyt N W oy 1 .
ease into the job very quickly. assessmient of their training. \W hen .shop workers described their trainer

. as ‘very knowledgealle’ the proportion whe sai ir i “tion training
Interview extra S Tery ki wl ([h((l[ Ie" the proportion vhe said their induction training

was very raluable’ rose to 62 compared with the sample average of 43"
When the trainer was nat viewed positively only 13 said they could do

“My training for the petrol their jobs a ‘great deal” better.
station and kiosk was carried

out by in store trainer. She was

very good. But 1 found it too

short, one hour, then you learn

as you go along. I'm happy in

my job now but found the first

two months very hard work

and very stressful.”

Interview extract

Q
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3.7

“We are usually shown
pieces of foolscap paper

to read whilst the manager
stands next to you and when
you've read it you sign it and
he tells the company that you
have had the training.”

Interview extract

“When moving departments
staff retraining should be done
at another store so if mistakes
are made they are made.in
front of people they have not
worked with for a long period
of ime.”

Interview extract

“.feels it is unreasonable of the
employees to do the job
without any proper training
because the empluyee is

held responsible when things
go wrong.”

Interview extract

The work<hop and interview data and the comments written on some
questionnaires indicate that a sizeable amount of the training in the retail
sector is informal, carried out by department managers, supervisors and
work colleagues. Flowever, from discussions with shop workers it would
appear that training by managers, supervisors and work colleagues is
extremely variable in terms of quality, stvle, timing, material support

and so on. Training by non-professional staft trainers led to situations
where people in the same store reported very different training experiences.
A not untypical situation is 1 member of staff in an interview reporting a
demonstration by trainer” but another member of staft in the same store
reporting she @id not enjoy training as the other girl (doing the training) only

started « couple of davs before her and didn't realdly lnow the job properly”

In discussions with shop workers it was said that some training is carried
out by managers and supervisors who lacked the training and resources to
understand the need for sensitivity in training situations, Badly designed
and badly tutored vocational education and training activity can cause retail
staff a great deal of unnecessary anxiety. For example, in one workshop it
was said that some shop workers are so worried about training (fear of
failure in front of peers is important) that they will go to great lengths to
avoid training sessions. Some staft would take Sick keave’ or even leave the

job completely so as to avoid being embarrassed during training,
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Teaching methods

3.8

Discussions with shop workers revealed that a range of teaching methods

and aids were used during training sessions. The most common were:

watching videos,

reading small books, leaflets,

listening to 10 minute talks,

fistening to halt - hour talks,

using equipment, e tlls, computer, deli machinery,

question and answer sessions,

filling in work books,

Shop workers were asked on the questionnaire to say which of these
different methods they had experienced. The most frequently reported
were training videos and reading small books and leaflets. For example,
83% of shop workers were given training videos to watch and 753% reported

reading small books and leatlets. (Fgrre 25)

Figure 25 The most commonly reported teaching methods
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. ] Over G0% of the shop workers in our survey said training videos dominated
Videos . . . boring and

condescending, not useful
in my work."

their training activities.

Interview extract
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“Not treated like adults,
videos over the top, not true
to life, played by actors in
an empty store.”

Interview extract

Figure 26
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Figtore 26 ilkustrates shop workers' assessment of the value of the range of
training methods to which they were exposed. The most popular form of
vouational education and training was, not surprisingly, the handson use

of equipment. Most training methods were deseribed newtrally as ‘ORK by a
majority of the sample in our survey. Although training videos were by far
the most frequently mentioned training method shop workers do not appear
to regard training videos as particularly usetul. Of those experiencing
training videos only 42% said training videos were ‘very useful’ (Figure 26)

It should be noted that when training was dominated by poor quality
videos the proportion evaluating the indudtion training as ‘very usefal’

plummets from the sample average of about 407 to a low 1.

Evaluation of commonly used teaching methods
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Certification of training

3.10
“It would be encouraging Shop workers value certificates highly. Thev are tangible proot” that
to people after they have
worked on a department...
and their manager thinks _
they have done well to give for their training activities.
a certificate or something.”

they have gained new skills and knowledge. However, approximately

two thirds of our sample did not possess any recognised certificates

' The most Frequenthy mentioned centificate was for food hygiene traming,
Interview extract Although 645 shop workers in our sample reported having a food hygiene
certificate a substantially greater number, approximately 130, had undertaken
this type of training, This means that about half’ the shop workers undertaking
food hygicne training were not awarded a certificate (it may be, of course,
“There should be full training

that thev were not following a certificated programme of tood hygiene
on all departments and some : :

s ver O T TS BN et e N 1y
recognition - certificate at the training). When shop workers were awarded certificates the proportion
end of it” saving the vocational education and training was very useful’ rose sharply.
Interview extract For example, 73% of the staff given a food hygiene certificate said the

training was very aseful’ but only 0% of the statt not given a centificate
for this training described it in this wav. As the paragraph on the §/NVQs
noted, shop workers with experience of S/NVQs tend to be niore positive
about their training than the sample as a whole, Thus, itis evident that
shop workers value their training most it it is linked 1o a recognised

(not merely an incompany) certificate.

Conclusion

3.11

The chapter shows that a large number of factors attect shop workers
judgements of their training, For example, the quality of the trainers is

very important and using unqualificd staff has severe fimitations and

is not goad practice. O data also indicates that excellent trainers cannot
compensate for company and store training cultures which are not wholly
committed to delivering good quality staff training. Training videos are
increasingly common and can obvioushy be effective in some dircumstances.

The majority of our sample did not find them very useful.

The most popular wavs of fearning appear 1o be the interactive guestion
and answer sessions and handson training, Iis probably not possible
avoid ome of the front-loading of training hut, as the survey demonstrates
itis notalwavs very productive, There is considerable unmet demand for
up Jdate and on going tainmg, The traming calture created by companies
and their store managers stronghy influences what taming is delivered, how

much trinmg is delivered, and the wav their staft percerve their taining,

ERIC .

oo




Training Matters - Vocational education and training in the retail sector

Chapter 4

Equal access to vocational education and training?




Chapter 4 - Equal access to vocational education and training?

Introduction

4.1
A number of studics have showir that some groups of emplovees have greater
access to vocational training than others. For example, the Training in Britain
report showed that managers and professionals, the higher paid and the
already better educationally qualificd, receive more vocational education
and training than other groups. In short, emplovers tend to give more
training to these who are ahready better educated and trained than the
majority of cmplovees. The Training in Britain report also showed that men
receive more training than women and that full - time waorkers receive more
training than part-time workers. Two of the most distinctive characteristics
of the retailing work force are the large number of women emploved in the

sector and the high tevel of part-time working in the sector.

In our survey we attempted to examine the issue of ethnicity and training
but the number of people with ethnic minority hackgrounds was too small to
allow us to comment meaningfully, In this contexd it should he noted that
the IMS report states that the number of people from ethnic minority
backgrounds emploved by large company retailers is often below the Faures
necessary to adeguately represent the ethnic minorities in their local labour
force, Although the numbers i our survey are small our data does seggest,
however, that whereas ethnicity did not aftect the amount of training shop
workers received, in some instances it did Change some of their evaluations of
the training, In our survey over 200 ditferent training courses were identitiod
out no shop worker reported any race awareness training. Further rescarch s

needed in this field.

With these points in mind this chapter exammes the extent to which ow

survey showaed there was eguality of access to training in the sector.
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Gender and training

4.2

4.3

Chapter 4 - Equal access to vocational education and training?

In the UK, women currently make up almost 30% of the nation'’s labour torce,
Between 1971 and 1989, 9 in 10 of the newly created jobs in the economy
have been taken by women and this trend s expected to continue until the
vear 2001 (Employinent Gazette: 1990 April). Women, however, are even
more important to retailing where they already constitute about 62% of the
labour force ~ most working part-time. Many women in retailing have had
a number of vears out of paid work, frequently to raise pre-school children.
Women returners bring into the workplace consider:ble social and work
skills but at the same time they also reenter work with specific training needs.
They frequently identifv a number of common prablems such as a background
of negative school experiences, rusty quali©ications and dated occupational
skills. (McGivney 1993) One consequence of this background is that the
overwhelming majority of women returners say they want vecational
education and training as they reenter the workplace. (Clarke 1991)

In summary, women are the mainstay of retailing but they often have

backgrounds which create specific training needs.

Our survey showed that in overall terms the same proportion of men and
wamen, about 60%, received 3 days or less total training from their current
emplover. However, this similarity in the total amount of training concealed
gender inequalities whick emerged when the amount of training men and
women shop workers received was examined in conjunction with occupation
and fength of service. As observed in Chapter 1, women shop workers tend
to have longer periods of service than their male colleagues. As the majority
of shop workers received most of their training when they began 1o work
with their current emplover this means the training given to women has

to sustain them for longer than their male counterparts,
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Figure 27 shows the average amount of VET per vear of service received

by men and women in 10 occupational groupings. In & out of 10 of these
occupational groupings men appear to have received more VET per vear of
service than women shop workers, In Figure 27 it can be seen, for example,
that male shelf replenishers and display assistants received about 3.2 hours’
training per vear of service compared with just over 3.7 hours for women
doing the same job. Also, male supervisors appear to have received
considerably more training per vear of service as female supervisors. Only in
two occupational groups, those of Cash Office/Clerical and Warchouse/
Stock Control, did women receive more VET than their male counterparts.,
The refatively small number of men working as delicatessen statt, some

with high levels of VET, distorts the average.

Figure 27 Training per year of service: gender and occupational groups
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Gender differences can also be seen in the different proportions of men
and women in each of cach of the 3 main occupational groups of

sales assistant, checkout operator and shelf replenisher who received only
half a day, or less, training per vear of service. Figre 28 reveals that in cach
of these 3 occupations there are more women than men confined to this

refatively tow level of training.
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Gender and percent of staff in 3 occupations receiving only up to half
a day’s training per yecr of service

57%

Another defining characteristic of retail work is the high level of part-time
working. A vecent Low Pay Network (1994 Narch) report registered a

substantial fall in the proportion of full-time jobs and a rise in the number
working part-time, This leads the Low Pay Network o suggest that almost
half the jobs in the UK could be part-time in 10 vears time. In this respect

the UK retailers are already well out in front of the rest of British industry.

The UK retail sector demonstrates a long term, pronounced and recently
aceelerating shift towards part-time working. In 1961 28 of retailing jobs
were part-time but by 1971 this had risen to 407 In 1991, the level of
part-time working was 447 only to register another steep rise by 1994
when it reached 30" Between 1961 and March 1994, part - time working in
retatling rose by 81%. but part -time working by women workers grew even
Faster — ap by 87" in the same period. In addition to the overall increase in
the level of part-time working there is considerable evidence to show that
the average hours per week in retail sector jobs is falling. A Low Pay Network
survey (1994 Nlarch) found that the sapermarket vacancies in one part of

the country offered jobs with an average of 114 hours per week,
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Figure 29
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As alt shop workers are expected to do their jobs efficiently and safely

and to provide customers with the same high quality of service, part - time
and full - time staft should receive the same levels of training. Morcover, as
part -time and full-time shop workers have similar aspirations concerning
job mobility, carcer progression and personal development they <hould
receive similar levels of training, In our survey, however, part - time working
appears to offect the amount of training shop workers received. Part - time
shop workers (using the Department of Employvment’s definition of

part -time as ‘ot more than 30 hours @ week’) tended to receive less training

per vear of service than their full-time counterparts.

Fignre 29 shows the average amount of VET per vear of service for part -time
and full-time shop workers. It can be seen from this Figure, for example, that
part-time workers with 2-3 vears’ service received an average of 10 houry’
training per vear of service compared with 16 hours” training per vear of

service for full-time workers with the same fevel of service.

Training per year of service: full - time and part- time shop workers
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The total amounts of training received by shop workers are small but even
within these our survey identifies difterences on the basis of gender and
part-time working, This confirms other rescarch in this tield such as the
Training in Britain and IMS reports. The IMS comments, tor example, that
part-time workers are far more likely to only receive induction and bisic
job training and teomen appeared 1o fare worse with vegard to training canel

promotion becarese they occupied most basic grade and part-time positions.”

(IMS 1993:124)

Women shop workers are particularly important for the retail sector and
they currently make up about 62¢- of retailing’s labour force. However,
our survey indicates that women shop workers, generally veceived less
training than men and part-time shop workers received less training than

their full-time counterparts.

There is considerable evidence indicating that women in general re-entering
the labour market after a career break often do soata lower grade and
«atus than they previously held, They also often take up part- time work
whereas betore they had full- time jobs {Payne 1991). This pattern appears

to be repeated in retailing,

The age profile of our sample suggests that many of the women entering
retailing do so atter a career break and they often take up part - time work.
Thev are confiined 1o Tower status and lower zraded jobs, Qur sample shows
women are under-represented in supervisory and managerial jobs and many
telt their training has not enhanced their promotion prospects or given

them transterable <Kills,

Women starting work in retailing atter a carcer break bring into the sector
previouslv gained work skills and considerable social, domestic and caring
tvpe skills, which are heavily utilised in the workplace. The provision of
sood quality training in the sector would enable employers to make more
effective use of women emplovees and help women emplovees o realise

their full potential,
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Chapter 5 - Vocational education and training and employee development

The predominant concern of this Report so far has been with assessing

the nature and extent of the training that shop workers receive from their
current emplover and with their views on the value and usefulness of this
training. This final chapter, however, focuses on the training aspirations of
shop workers with particular reference to the kind of vocational education
and training that they would like to have as a continuing part of their
working lives. It argues for VET which combines job training with training
that provides transterable skills and encourages personal growth and

development.

A number of retail emplovees participating in our survey were interviewed
and asked to indicate tohat training would malke you get up in the morning aned
ke vou look Jorward to going 10 work? These interviews were undertaken,
it will be remembered, by their shop floor colleagues rather than members
of the University research team. The responses were varied and imaginative
and can be grouped into three main categories. There were, first, those
supgestions that related directly to the job or task responsibilitics of the
particular individual. The job spedific list (as we termed the first category)
included suggestions such as refresher courses on Checkouts; cash of fice or
any oftice training; training in consumer rights; new aspects of the joby
dealing with staff.
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5.4

“Finally, we also need to

dispel the myth that all
training and skills, or aptitude
development, is only important
in relation to paid employment.
Personal development training
and the opportunity to
enhance skills, pursue
interests or develop aptitudes
is an important quality of life
issue. As working people we
have the right to further
education and training as an
end in itself, irrespective of its
employment or career
implications.”

Training for the Future,
Usdaw, 1991.

hapter 5 - Vocational education and training and employee development

The second category or FeSPONSes refated o the wider UL'(UPilti(\HLll role of
the emplovees. A considerable number of emplovees were clearly interested
in VET provisions which went well bevond the specitic tasks of their job,
vet still addressed issues pertaining to the retail sector. These suggestions
(which we have labelled ‘industry related’) indicate an interest and
commitment to the retail industry and demonstrate a desive to understand
more about the natere and direction of the retail sector, Suggestions from

this second (ategory included:

ability to rur ditferent departments and to have a general knowledge
of all aspects of the s‘hop;

knowledge about the management side of the store;

training that provided greater responsibility and initiatives;

training that shows how decisions of major importance are made.

By far the largest number of issues in this second category related to
emplovees” desire for increased responsibility at work. Whether these
suggestions are a reaction against the narrower and job spctifi( training
commonly experienced by emplovees is not clear, But they do express a
desire tor greater involvement and understanding of the company and

also of the retail sector,

The third category of suggestions tor future training is perhaps the

most interesting, They include suggestions which are not work-related.
The common themd in these suggestions is the link with personal
development and they result from an ambition, interest or hobby orare
simphy the dream of o particular individual. These saggestions we have
called emplovee development” proposals. Common ta all the suggestions in
this third category is the willingness of employvees to participate in some
form of learning around subject arcas of interest to them. These inctude
topics to do with: foreign languages, leisure classes such as history,

health provision, creative writing, writing books and poctry,

A number of issues relating to emplovee development’ provision were not
evplored. It would for example, have been interesting to know whether
emplovees were prepared to use their own time (or part of their own time)
and to finandiatly contribute to the learning. Above all, it would have been
interesting to explore the emplovees” views of, first, the relationship
between participation in ‘emplovee development” and mareased effectivenes
at work and, secondhy, the hink between emplovee development” courses and
VT {and §/NVOs in particular),
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5.6

“Serious on-going training
provision for working people

is still too often seen and
delivered as a privilege rather
than an opportunity or a right”

Usdaw 1991
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In addition to these responses there is one arca that our respondents did
not raise with the rescarch team, but which we feel cannot be ignored.

This relates to literacy and numeracy.

The Aduit Literacy and Basic Skitls Unit (ALBSU) for example,

has estimated that 137 of Britains adults have difficultios in using the

basic skills of reading, writing, spelling or hasic numeracy (NIACE 19931

A further ALBSU report, A Nation's Neglect, (1989) estimates that 4

in 10 adults in Britain's Iinguistic minorities have difficulty with written or
spoken English. Literacy and basic skills are necessary pre-requisites for safe,
ctfective working and also for employees to Fully realise their potential.

It should be noted that problems with literacy and numeracy are often not
the result of failing at school but due to jobs being so designed that they

do not demand the use of literacy and numeracy skills and as a consequence

these shills decline.

Our research suggests that the desire and commitment towards learning
by emplovees in the retail sector s far greater than the carrent VT
provision within the industry is able to satisfy, Our evidence of emplovees’
VET wishes and aspirations suggests no reason why the retail sector should
stand apart from the Confederation of British Industry aim (World Class
Targets 1991), of investing in tach individual 1o build wp the knowledge, \kills

and wunderstancings necessary lor their chosen path in both lite and work”

6J
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The FHouse of Lords” Select Committee into VT (1990) states there Jias 10
e o change in the cultural perception of taining and the weav it is caried out if
more emplovers are o be encowraged 1o become good trainers” (NIACE 1993 :14)
There are now many imaginative examples from a variety of sectors that

show how VET can he broadened and deepened.

Responses o the recent Industrial Society Training Trends (1994) questionnaire
indicate that the majority of emplovers consider themselves to be commiitted
to becoming ‘learning organisations’. A minority (37°0) had cither short
written statements or full written policy implementing this strategy.

The IS survey shows that respondents are realistic about how far they

have got: * There appears to be no firn belief that organisations are alreacy
learning organisations’ 30% of owr sample believe thar they are, while, 40% feel
thet they are not. A minority of organisations (4<4%) have iuroduced the leaming
organisation concept into selected areas. However, more than hall of ol
respondents are committed to becoming learming organisations in the futioe, and
onlv 21% have not vet considered the concept. Qnly 2% believe it to be w passing
fac” (1994:26). The reasons given for adopting a commitment 1o hecoming a
learning organisation” indlude commitments to quality, competitors
hecoming ‘learning organisations’, recraitment or retention diffic altios and the

Government's ‘Tnvestors in People’ (fiP) scheme,

Usdaw provided the rescarch team with examiples of a number of initiatives
o develop the 'learning organisations concept’. One: emplover, for example,
had turned their training centre into an open leaening centre that could be
used by emplovees 1o develop nonsob related skills, as well as being ased as
a centre for job training. Other examples of initiatives include the provision
of literacy and numeracy training and the Emplovee Development Funds
negotiated and jointly administered by emplovers and trade unions,

There are a growing number of houschold-name companies involved in
these schiemes, of ten modelled on or drawing, from the Ford (UK) EDADP

experience (Pavne, Forrester & Ward 1993),
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Conclusion

5.8

Unfortunately, our survey showed little evidence in the retail sector of the
change in the vultiral percepiion of traiming that the Touse of Lords” Inquiry
savs is necessary to transform VET in Britain. [t is sometimes suggested that
the retail sector is an area where people come to work precisely because
they do not tike training, Our survey shows that there are many difticultios
or obstacles to VET in retailing but shop workers” lack of aspirations for
VET cannot be said to be one of thert Indeed the problem is that their
practical experiences of training to-date is likely to have resulted in low
expectations about future training and of the possibilities flowing from it.
These negative attitudes need to be tackled urgently if learning

organisations’ strategics are to be successtul.

Emplovee Development schemes offor effective wavs of developing the
Jearning organisation”. The evidence suggests these schemes are not only
advantageous to the emplovee but also to the emplover. Thus, a recent
report from the Policy Studies Institute (1993) stated @ worle force that is
nore able ancdhwilling to learn, more jlexible and adaptable, more conmitted and
motiveted not only teads 1o better compenny performance but can also bmprove
mclustrial velations and recdice absentecism” There is, therefore, mudh to gain
For both retail workers and retail emplovers in the ‘learning organisation’
concept. There is also much to lose it the retail sector remains outside ‘the
skitls revolution” that all agree Britain requires. It is time that the retail
emplovers again took the fead and sat down, in partnership with shop

workers and their trade union, to extend and develop the vocational

cducation and training provision throughout the sector,
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Introduction

Questionnaire

The bulk of research into VET in the UK tends to focus on Government
policy or on emplover strategies and practices. The motivations, aspirations
and real-life experiences of coiplovees are mostly ignored or sidelined.

This project was designed to counter this; it is emplovee-centred, based

on research into the experiences and attitudes of non-managerial,
non=supervisory retail emplovees. The two kev methods used were a detailed

questionnaire and semistructured interviews.

The project working group decided that it the questionsaire was to be
useful in cliciting relevant information from shop workers ahout their
experiences and attitudes towards VET, then it should be designed by shop
workers. Therefore, a major educational workshop was organised with Usdaw
representatives working m retail stores around the country: Participants at
this workshop exchanged good and bad experiences of VET, discussed their
expectations of good guakity VET and their training aspirations,

On the basis of this workshop and discussions with emiplovers, Usdaw
officers and lay representatives and training professionals in the industry, a
draft guestionnaire was devised and piloted. A questionnaire of 107
questions was finally designed on the basis of the feedback received from the
pilot. The questionnaire was distributed nationawide, between April and

December 1993,

I those companies actively participating in the survey, (they were given
guarantees of complete contidentiality ) the individuab members ot statf
to be sent a quesaonnatre were selected at random from the payvroll.
The other main source ol the questionnanes was from Usdaw. Nans
full-titne officers and Tay representatives helped to distiibute the

gquestionnaire and made the arrangements for it collection. Approsimuately

6,000 guestionnaires were distributed and 197 were completed and returied.




Interviews

Results
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The majority (70" of these were from women workers aind 39% of these
worked part - time (624 of workers m the sector as a whole are wonen,
NaIE

of whom 63" are part - time). The questionnaire is a sizeable one and it is the

only independently conducted sectorwide survey of emplovees of its tpe.

[owever, it is skewed heavily towards supermarket statt (the bulk of Usdaw’s
retail members) and towards those emploved in large companies. About three
quarters of the individuals taking part in our survey work in large
supermarkets and 1in 10 work in smail supermarkets. Just under Fin 10 of
the survey sample work in department stores with the rest coming from a
variety of outlets including clothes shops, butchers, bakers, greengrocers and
chemists ete. Retail statt working for at least 37 emplovers {many people chose

not to report the name of their company) returned the guestionnaire,

In order to supplement data gathered from the questionnaire it was agreed
that interviews would be carried out with shop workers. [tis possible that
the use of shop workers 1o interview colleagues made the qualitative data
collected more valuable and reliable than it would have been if we had used
university rescarchers as interviewers. Onee again, a number of workshops
were planned to train union and non-union statf working in retail stores in
hasic imterviewing skills. For a varicty of reasons we were able to hoid only 3
workshops, and 13 interviewers eventually carried out H3 face -to -face

interviews using a prepared interview schedule

At the beginming of the project the Union was keen to involve as many retail
emplovers as possible in the information gathering part of the resear b The
rescarch team, therefore, atter discussions with Union negotiating otficers,
contacted kev personnel in the head oftices of 34 of the UK's major food
and non-food emplovers. Fach con pany was sent a2 page outline of the
project with a request for a briet meeting to exphain the benetits of the
reseirch and our requirements A similar outline sumimary was distributed
by the British Retail Consortium and a oress release about the project was
used by 2 trade journals, Format meetings were eventualiv held with 15 major
emplovers and a presentation was made toa seminar of training executives
and managers. In spite of all this actvity, the promise of complete
confidentiality and of company Sjecitic reports, onlv 7 employers (mainly
food retailers) agreed to participate fully in the project Most of these
companices agreed to give expenses and paid release for their st to aitend
dav-long workshops to discuss the project, the questionnaise, the interview

« hedule and o be shown how to interview thesr work colleagues,

{
(
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The inditference of most retailing emplovers was offaet by the enthusiasm
of the Union, and considerable effort was taken daring the first phase of
the project to encourage an awaretiess and ownership” of the project by
Usdaw of ficers and members, Many mectings were held with Union
negotiating committees from retait companies and formal presentations
were made to the National Women's Committee and the Unijon'’s Divisional
Training Officers. Reports were prepared for the Uaion’s monthly journal
and the tull rescarch team ran an information stall at the Union's Annual
Delegate Meeting (ADM).

All this activity, together with the involvement of Union activists in
conducting interviews, designing and distributing questionnaires, tended o
blur the traditional distinction hetween active’ researchers and ‘passive’ trade

unionists, and created a real collaborative partnership.

The survey has several characteristics which affect the results,

[t favours the training experiences of staff working for large supermarkets
which plav a dominant role in the retail sector, However, the survey
returns of non-supermarket emplovees show there are more simsifarities
than differences between their training experiences and those of

sapermarket emplovees,

It errs on the positive side of shop workers” vocational training experiences,
This is because the greater the refevance of the survey to the

individuai receiving a questionnaire the more likelyv it will he completed.
In other words, shop workers receiving training ave more likelyv o
complete and retarn a questionnaire than those with no training,

small and mediam sized retail companies were not adeguately represented

in this survey of shop workers” training experiences.

Those companices actively participating in the survey were mainly from the
up-market side of retailing and these companies generally have more

extensive training policies and practices,
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