
RETAIL

current challenges

future skills issues

the retail sector

occupations in the report

looking to the future

current and future challenges

why is retail important?

Customer 
service and 

sales assistants

The report focuses on five key occupations:

Customer 
service 

manager

Marketing 
associate 

professional

Human 
resources 
manager

SME owner 
or 

manager

customer service or sales assistant

customer service manager

excellent interpersonal 
skills to respond to 
customer requirements

understanding of 
different sales channels 

(in store and online)

retail 
management skills

marketing associate professional

human resources manager

small - medium business owners and managers

retail includes the sale of:

proactive approach 
to staff development

providing excellent 
service to informed 
customers

ability to adapt 
to and use new 

technology

communication, 
negotiation and 
persuasion skills

detailed product 
knowledge

analyse and use 
customer data to 
inform campaigns

understanding 
current and future 

retail trends

good research 
skills

mathematical 
skills

stRategic 
management skills

ability to “sell” 
retail sector to 
potential recruits

facilitate the 
creation of stronger 

progression pathways

respond to 
competition

financial 
management

invest in their 
own training

use of new 
technologies

training under-use skills gaps key skills

£90 billion

Retail 
contributes

to the uk 
economy

customer services

my business

£

strong competition 
from other sectors for 

these professionals
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60%
OF EMPLOYERS TRAIN

HALF OF THESE 
PROVIDE TRAINING ON 
NEW TECHNOLOGY

50%
OF EMPLOYERS UNDER-
USE STAFF SKILLS

17%
OF STAFF ARE 
OVER- QUALIFIED 
AND OVER- SKILLED

18%
OF ESTABLISHMENTS 
REPORTED SKILLS GAPS

CAUSES:

60% - staff new in role or 
incomplete training

40% - perceived lack of 
motivation

40% - insufficient 
improvement after training 

key skills include: 

customer 
service
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the sector 
employs over

3 million
workers

year on year 
growth

the retail 
sector has had

since 2008

my business

customer services

customer services

customer services

!

using new 
technology

automotive fuel

recreation goods household equipmentIT & communications

food and drink

Welcome

· Improve sector image to attract future workers

· Increase productivity, flag high potential and  
  provide routes for progression

· Incorporate “soft” skills and attitude into      
  recruitment and training

· Improve internal skills-matching of employees  
  to jobs

· Increase marketing and uptake of flexible training  
  for owner-managers, combining management,  
  strategy and multi-channel retailing skills

12% of total retail spending is online


