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The Five P’s of Retailing 

(Chapter 1) 
      Click on video icon for video link. 

The Five P’s of Retailing 

This video is good for providing an overview 

of retailing and a description of the five P’s. 

Length 5:56 

1. What are the five P’s of retailing? Explain why each is important to the success of retailing.

People – need to have the right people. They make the difference in a person’s shopping experience.

Product – need to have products customers want. This can be done by using an outside-in approach

that starts by asking customers what products they want.

Price – is important to ensure sales, but also to maintain sufficient margins to succeed. Prices too low

create financial stress, prices too high results in customers buying from competitors.

Placement – refers to how products are displayed in stores, and merchandising the products to

maximize sales and interest.

Promotion – is essential to drawing customers into a retail store. Various methods of promotion can be

used by retailers, such as guerrilla marketing, web and email marketing, social media, traditional

advertising, and customer loyalty programs.

2. What is the acronym DEEP? Why is it important?

Deep is an acronym that stands for desire, energy, enthusiasm, and passion. To succeed in retailing

you have to have a desire to win, energy to persevere, enthusiasm for serving customers, and a

passion for learning.

3. Think about one of your favorite retail stores. Discuss each of the 5 P’s as it relates to that store and

how each leads the retail store to be at the top of your list of retailers. Discuss how the retailer

displays the acronym DEEP.

Answers will vary but should include all of the 5 P’s and the concepts identified in DEEP.

https://youtu.be/MIeQFHnZSHU?list=PLjLaVVOKGPDjlO3miACpZawDFak168I_c
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Omni-channel Reality in Retail 

The difference between multi-channel and 

omni-channel retailing is explained, with 

emphasis on the omni-channel approach. 

Length: 4:24 

1. What is the difference between omni-channel and multichannel?

Multichannel is a marketing strategy that focuses inside out, from the organization or business

outwards to the customer. Omni-channel is a business strategy that is customer-centric. It is a single

channel with multiple touch points.

2. What is the problem with using a multichannel approach?

While it does focus on reaching customers in as many ways as possible, it is not the way customers

shop anymore. The multiple channels are often disconnected, operated by different entities within a

business.

3. What does omni-channel mean for the customer?

Customers do not think of channels when shopping, they just think of the shopping experience.

Shopping today knows no boundaries.

4. According to the video, what are the business implications of the omni-channel world for a retailer?

The purchase process is not as linear as currently taught in textbooks, going from awareness to

purchase. The discovery and evaluation process is dynamic and continuous. Relevant information is

always available. Customers see the company as one firm and all touchpoints or channels are means

of accessing information or making a purchase.

5. After watching the video, describe a personal shopping experience that you believe reflects the omni-

channel concept.

Answers will vary, but the goal is to have students think about the various touchpoints (channels)

they use in the purchase process.

https://youtu.be/Q3HmC-ueafs
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Occupational Video – Retail Store Manager 

This video provides a view into the duties of a 

retail store manager, and the characteristics 

retail stores want in a manager. 

Length: 6:03 

1. According to Justin Thompson, what are the responsibilities of a store manager?

The store manager oversees day-by-day operations and the administrative tasks of operations

management, finance and human resources. Justin makes sure store is open and that the store is

stocked and ready for customers. The store manager is responsible for staffing the store.

2. What approach does Justin use in dealing with customers?

According to Justin, they greet customers when they enter then seek to discover the customer’s needs.

You don’t want to come across as pushy, but do want to show them merchandise that will meet his

needs. Goal is to direct the process. You want to wear the garments that are sold in the store.

3. According to Landon Derk, what are the requirements in hiring a store manager?

The individual must be personable and have some sales or retail experience.

4. What are the biggest challenges faced by a retail store manager?

Biggest challenge is dealing with difficult customers and managing the staff.

5. Think about your personal shopping experiences, or if you worked in retailing, your experience as an

employee. Describe the personal characteristics you believe a store manager needs to be successful.

Be specific.

Answers will vary, but should reflect some of the concepts from the video. Certainly interactions with

customers and employees should be discussed in this answer.

https://youtu.be/zr2tHM2m8tU?list=PLjLaVVOKGPDjlO3miACpZawDFak168I_c
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Customer Service Training Video for

Tout’s Budgen 

Although this is a training video for Touts 

Budgen, it does illustrate the role of customer 

service in retailing.  Length: 7:34 

1. What does the acronym SAT stand for? Explain why each is important.

SAT stands for smile, ask, and thanks. Every customer deserves a smile. Ask them if there is anything

else they need. Thank them for shopping at the store.

2. How is the SAT principle used at the cash register (or till)? In the video, what are some of the ways

SAT is not supposed to occur?

Smile as the customer proceeds to check out. Ask if they found everything. Thank them for payment,

and for shopping at the store. Ways it did not occur was when the employee did not smile, was not

courteous and just pointed in the general direction of the merchandise. Clerk at checkout did not

smile, did not engage the customer by asking any questions, and did not provide a thank you.

3. What is upselling?

Upselling is letting customers know about other items the store sells. It is about making people aware,

not by pushing items on customers.

4. When things do not go well, this retailer uses the principle of LAST. What is the meaning of this

acronym? Explain how each is used in dealing with an unhappy customer.

LAST stands for listen, apologize, solve and thank. Calmly listen to the customer as he/she has

expressed their dissatisfaction. Apologize that the event occurred, that the customer is unhappy. Do

not need to admit the store did something wrong. Seek to solve the problem. Make sure the person is

thanked before they leave the store.

5. Think about a recent personal shopping experience. Explain how well the retailer satisfied the SAT

principle. Be specific.

Answers will vary, but should contain each of the elements of SAT.

https://youtu.be/RDGiy4Vyy1w
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Motivation, Passion, and Excellent 

Customer Service 

Patrick Dixon talks about the importance of 

leadership in customer service, and 

understanding today’s digital customers. 

Length: 5:49 

1. Companies today need to be socially-responsible. Why?

Answers will vary as to why, but it should focus on the idea that customers will support companies

that are socially responsible.

2. If a webpage takes longer than 20 seconds to load, what percent of customers will be lost? Why?

80% will be lost, because consumers are not willing to wait. Society is now fast-paced.

3. If you can save customers time, what is the potential impact on business sales?

Companies that save people time will grow.

4. Most companies have automated answering service. What is the impact of this type of system? Why

do companies use automated answering systems?

Companies use automated systems to save money. Most people hate the systems, hate going through

multiple levels to get where they want to with a phone call. Companies use these systems because

they have one pair of glasses or view for their business, another for them as a customer.

5. How would you summarize the content of this video and the message being conveyed?

The video is stressing the importance of listening to customers, creating an environment that provides

good service to customers, and saves them time.

6. How can the concepts of this video be applied to a retail store?

Answers will vary, but the key points are providing excellent customers, listening to what customers

want, and finding ways that will save them time.

https://www.youtube.com/watch?v=fJxYuFN-5Nk
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Salon Retail Sales Incentives and Client 

Retention Tips 

A successful salon owner in Phoenix provides 

tips on how to increase retail sales and retain 

customers. 

Length: 8:07 

1. What four retail incentives (or tips) does the presenter in the video recommend to encourage stylists to

sell?

Tip 1 – Retail sales are tied to customer retention.

Tip 2 – Educate the client about every product that is being used.

Tip 3 – Prescribe products rather than sell.

Tip 4 – Gain the client’s confidence by making soft sell recommendations.

2. Why is it important for employees of a salon to be well educated in the products being used, and then

convey that to customers?

According to the video, well-educated employees are essential. They need to know what products are

used and convey that information to clients. They don’t have to sell, be pushy, but educate clients in

what is being used and why.

3. This particular salon prepares a Rx (prescription) sheet that identifies all of the products used on the

client. Why is this important?

The Rx sheet shows clients everything that was used. It allows them to purchase those products if they

want. It provides the client with the opportunity to recreate the look that the stylist provided.

4. In the retail area of this particular salon, the shelves are always full of products. Why is this

important?

Must be well-stocked to ensure meeting demand. It shows the salon is committed to serving the

clients.

5. How would you apply the concepts presented in the video to clothing store or sporting goods store?

Be specific.

Answers will vary, but students should apply the tips identified in Question 1 in their response.

https://youtu.be/TAxGdeLcA7Q
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