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A retail staff training SOP is the written procedure for how a retail business trains its store staff — till and 

POS operation, product knowledge, customer service, and safety — and how completion is checked and 

signed off, so every store trains people to the same standard.

Retail training fails in a predictable way: each store trains its own way, the best-run store sets a standard 

no other store knows exists, and seasonal hires reach the shop floor with whatever the busiest supervisor 

had time to show them. The variable that matters most in retail is consistency — across stores, shifts, and 

hiring seasons — and consistency is exactly what an unwritten training habit cannot deliver.

This template specialises our general staff training SOP for retail: till and POS sign-off before unsupervised 

use, product knowledge modules by range, a fast-track for seasonal hires, mystery-shop results feeding 

refresher training, and sign-off records kept per store.

Purpose and scope

This procedure sets out how [Your company] trains retail staff across [number] store(s): what every starter 

learns, how till and product knowledge sign-off works, how seasonal hires are fast-tracked, and what 

records each store keeps. It applies to all store staff — permanent, part-time, and seasonal — and to 

[supervisors/duty managers, if covered].

The aim: a customer gets the same standard of service in any store, on any shift, from any member of 

staff — and every store can prove who is trained on what.

Roles and responsibilities

• [Head office role, e.g. retail operations manager]: owns this SOP, the training matrix, and the master 

training materials. Modules are changed centrally and versioned — stores do not maintain local 

variants.

• Store managers: deliver or delegate training in their store, sign off competence, keep the store training 

record current, and flag module problems and gaps to the owner.

• Trainers/buddies: experienced staff named per store who deliver till and shop-floor training. Being a 

buddy is an assigned role with its own sign-off, not whoever happens to be free.

• All staff: complete assigned training by its deadline and do not perform tasks they have not been 

signed off for — especially till overrides and age-restricted sales.

Core training modules

Every store role has a training matrix entry listing its required modules. The core modules for store staff 

at [Your company] are:

• Till and POS: operating the till, payment types, discounts and promotions, refunds and exchanges, 

and what needs a supervisor override.
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• Product knowledge: the ranges the store sells, what to recommend and why, and where to find the 

answer when the customer knows more than you do.

• Customer service standard: greeting, queue handling, complaints, and the specific behaviours our 

mystery-shop programme scores.

• Stock and merchandising: taking deliveries, replenishment, planograms, and pricing and label accu-

racy.

• Health, safety, and security: manual handling for deliveries, spills and housekeeping, fire and 

evacuation for their specific store, and how to respond to theft, robbery, or aggression — report, 

never confront.

• Age-restricted sales [if applicable]: which products are restricted, the ID-check policy [e.g. Challenge 

25 or local equivalent], how to refuse a sale, and the refusals log.

New starter induction

1. Before day one, the store manager generates the starter's training plan from the matrix and names 

their trainer/buddy.

2. First shift: store-specific safety induction — fire exits and assembly point, accident reporting, staff 

areas, security basics — before any customer-facing work.

3. First [week]: shadow shifts with the buddy covering the customer service standard and the store's 

core ranges.

4. Complete till and POS training and sign-off (next section) before any unsupervised till work.

5. No starter handles refunds, till overrides, or age-restricted sales until signed off on the specific module 

— the training record states what is still restricted.

6. Induction completes within [two weeks]; the store manager reviews the signed-off plan with the starter 

and files it in the store training record.

Till and POS sign-off

1. Demonstrate: the trainer walks through routine transactions on the till — sales, payment types, 

discounts, receipts.

2. Supervised practice: the starter runs the till with the trainer alongside for [number] transactions or 

[number] shifts, including at least one busy period.

3. Knowledge check: scenario questions covering refunds, promotions that will not scan, suspected 

fraudulent payments, and when to call a supervisor. Pass standard: [e.g. all safety- and cash-critical 

scenarios correct].

4. Sign-off: trainer and starter both sign the till competence record. Only then does the starter operate 

a till unsupervised.

5. Refunds, voids, and overrides are a separate, later sign-off at [supervisor level / after X weeks] — 

the till system's permission levels should match the training record, not outrun it.

Product knowledge and seasonal ranges
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Product knowledge is trained as short modules per [category/department], not one marathon session. 

Each module covers what the products do, the questions customers actually ask, and what to say when 

you do not know.

• New lines and seasonal ranges get a briefing in every store before launch, delivered from the same 

master material in the same [week] — no store learns about a promotion from its customers.

• Each module ends with a knowledge check: [e.g. five questions or a role-played customer conversa-

tion] with the trainer.

• Module completion is recorded per person, so a manager can see at a glance who on today's rota 

can cover [department].

Seasonal-hire fast-track

Seasonal hires get a condensed training plan, not a diluted one: fewer modules, the same pass standards.

• The fast-track covers safety induction, till basics, the customer service standard, the [seasonal] range, 

and age-restricted sales where the role includes them. Modules outside the role are dropped entirely, 

not skimmed.

• Restrictions stay in place until sign-off: no refunds or overrides, no lone opening or closing, and no 

age-restricted sales without the module — however busy it gets.

• Every seasonal hire has a named buddy for their first [number] shifts; the buddy, not the rota, is the 

first point for questions.

• Seasonal records are kept to the same standard as permanent staff. A rehired seasonal worker's 

record shows what needs refreshing rather than retraining from scratch.

Keeping every store consistent

• One master version of every module, owned by [head office role], with a version number and date on 

every document. When a module changes, stores are notified and affected staff retrain by [deadline].

• Stores train from the master materials. A store may add local detail — layout, alarm, fire exits, local 

delivery days — but may not change the standard or the pass criteria.

• Staff transferring between stores carry their training record; the receiving manager retrains only the 

store-specific items, not the whole matrix.

• New store openings: [role] delivers the full induction programme to the opening team before trading 

begins, using the same materials as every existing store.

• Head office audits a sample of store training records every [quarter] and publishes the gaps — the 

point is fixing drift early, not catching managers out.

Mystery-shop results and refresher training

Mystery-shop scores, complaints, and till discrepancies are treated as training data, not just performance 

data. The loop back into training is what stops the same failure recurring.

• [Role] reviews mystery-shop reports [monthly]. A score below [threshold] on any trained behaviour 

triggers a refresher for that store within [two weeks], recorded like any other training.
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• The same behaviour failing across several stores means the module is the problem, not the stores 

— the module owner reviews, fixes, and reissues it.

• Routine refreshers run regardless of scores: safety-critical topics and age-restricted sales at least 

every [twelve months], or sooner where local rules or a licence condition require it.

• Refreshers name the specific behaviour and the mystery-shop finding — "refresher on offering the 

loyalty card at the till", not "customer service retraining".

Sign-off records, audits and review

Each store keeps its own training record for its staff in [system/location], showing per person: modules 

completed with dates and trainer, the version trained against, how understanding was checked and the 

result, any restrictions still in force (e.g. not yet signed off for refunds), and the next refresher due.

Records are retained for [duration of employment plus X years] and produced on request for [licensing 

visits, insurer, head-office audit]. A licensing officer asking who is trained on age-restricted sales should 

get an answer from the record in minutes, not from memory.

[Head office role] owns this SOP and reviews it every [twelve months], and sooner when the POS system, 

product ranges, store count, or local training rules change. Next review due: [date].

How to use this template

1. Build the training matrix for each store role first — till, product knowledge, service, stock, safety, plus 

any licensed-sales modules your product range demands.

2. Check your local rules for regulated training — age-restricted sales, food hygiene, licensing conditions 

— with the relevant regulator before publishing; this template deliberately quotes none.

3. Name the module owner at head office and the trainer in each store; multi-store consistency dies 

without both.

4. Set the seasonal fast-track content and its restrictions before peak recruiting starts, not during it.

5. Wire mystery-shop results to a named refresher threshold so retraining is automatic rather than a 

debated reaction.

6. Pilot the SOP in one store for [a month], fix the modules that confuse people, then roll out — the 

master materials must work on a shop floor, not just in head office.

Official guidance

› HSE (UK) — Providing training and information

› OSHA (US) — Training resources

This template is provided in good faith and for general information — it is not legal advice. Adapt it to your organisation and, 

where your sector carries specific legal requirements, have the finished document reviewed by a qualified adviser. The live 

version at https://trainedteam.com/templates/retail-staff-training-sop is kept current; this file is a snapshot.
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