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LEARNING OUTCOMES 

By the end of this unit, you will be able to -  
 

1.​ Identify and describe the different types of salons and the range of services 
they offer. 

2.​ Identify key roles and responsibilities within a salon, emphasising the 
importance of teamwork and collaboration in achieving salon success. 

3.​ Understand that salon infrastructure and layout, including the reception area, waiting 
area, and service stations, are essential for creating a welcoming and efficient 
environment. 

 

OVERVIEW 

The beauty and wellness industry includes a wide range of services aimed at helping 
individuals look and feel their best. In this unit, we will focus on learning about salons.  
 
You will learn the history of the establishment and the different types of salons and 
services available. You will also be introduced to the people who work there and make the 
magic happen!   
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1.1 What is a Salon? 

💡 Before We Start 

       What do you think a salon does? Have you ever been to one? What was your     
      experience like? 

Even though they seem like a 
modern luxury, salons have a 
long history, starting from 
ancient times when people 
used oils, perfumes, and 
natural dyes to enhance 
their appearance. In ancient 
Egypt, Greece, and Rome, 
grooming houses offered 
services like haircuts and 
skincare, mostly for the 
wealthy. 

The idea of modern salons 
began in Europe during the 
17th and 18th centuries, 
where hairdressing became 
a profession, and salons became popular places for socialising. By the 19th and 20th 
centuries, new beauty techniques, like perms and hair colouring, transformed salons into 
places where both men and women could get professional beauty treatments. Over time, 
salons adapted to new beauty trends, becoming essential spaces for personal care and 
grooming. 

Today, salons continue to evolve, offering a wide range of services to meet the changing 
beauty needs of clients. They are a place where people go to look and feel their best. You can 
get a haircut, have your nails done, or even enjoy a relaxing facial. It’s where beauty and 
grooming services come together to help you look good and feel confident.  

Salons come in all shapes and sizes. Some salons might only offer hair services, while 
others offer a combination of hair, nails, skincare, and even spa treatments. No matter what 
kind of salon it is, the focus is always on providing services that help people feel good. 

You’ve probably visited a salon before or seen one in your neighbourhood. It’s that place 
where people sit in chairs while a stylist cuts or styles their hair, or where people get their 
nails painted with beautiful designs. But have you ever thought about what makes a salon 
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run smoothly? It’s more than just scissors and hair dye—it’s a place that requires 
organisation, skill, and creativity. 

🗣️ Discussion 

Salons do more than just hair cuts! Can you think of a few different types of salons 
that exist? In pairs, brainstorm and list the types of salons you know and the services 
offered by each type. 

 

1.2 Types of Salons 

💡 Before We Start 

Why do you think some salons specialise in specific services while others provide a 
wide range? 

There are many different salons, each providing unique services. Whether you need a quick 
haircut, nails painted or more elaborate beauty treatments, there's a salon for every 
service. Here's a look at the various types of salons you might find: 

Single Service Salons 

1. BARBER SHOPS:   

These are small places that offer quick and 
affordable hair services, especially for men. 
They provide haircuts, shaving, and beard 
setting. These shops are usually found along 
busy streets and are perfect for quick 
grooming needs. 

Example: When you need a fresh haircut or a 
clean shave, a barber shop is where you’ll 
find skilled barbers who understand men’s 
hairstyles. 
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2. HAIR STUDIO: 

This is the place you go when you need a 
haircut, a new hairstyle, or a colour. Hair 
salons also offer services like blowouts, hair 
treatments and chemical treatment to keep 
your hair healthy and shiny. 

Example: You need a quick haircut before an 
event. You don’t need a facial or a pedicure, 
just a trim. A hair salon would be your go-to 
choice. 

 

3. NAIL STUDIO:   

Nail salons focus on making your hands and 
feet look great. They offer manicures (for 
hands) and pedicures (for feet), as well as 
nail art, acrylics, and gel nails. 

Example: Have you ever seen someone with 
fancy nail designs? They probably got them 
done at a nail studio. 

 

4. MAKEUP STUDIO: 

Makeup Studio offers makeup services along 
with hair styling to complete the look. They 
focus on make up services that enhance a 
client’s look using cosmetics.  

These studios are perfect for those who 
want detailed and professional make up 
looks under one roof. 

Example: If you have an important event, a 
photo shoot, or a special occasion, you can 
visit a makeup studio for their professional 
services.  
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🦉 Think About It 

Imagine you're planning to get a haircut and a manicure. Where would you go?  

Would you rather visit two different places or go to one salon that does it all? Why do you 
think that’s better? 

 
 

Multi-service Salons 

1. SPA AND WELLNESS CENTRES:  
 

A spa is a place where people go to relax and 
treat themselves. Spas offer massages, 
aromatherapy, facials, body scrubs, and 
other treatments. These centres are ideal for 
people looking to relax and rejuvenate their 
mind and body.  
 

Example: Imagine you had a long day at 
work and needed to de-stress? A spa would 
be perfect!                

 

2. BEAUTY PARLOURS:  
 

Beauty parlours are small shops located in 
residential areas, known for their 
personalised and friendly service. They offer 
threading, waxing, cleanups, and basic 
facials. These parlours are great for 
everyday beauty treatments in a cosy 
environment. 
 

Example: Where do people in your 
neighbourhood go to get their eyebrows 
threaded or their makeup done for a special 
occasion? That’s probably a beauty parlour. 

 

3. FULL-SERVICE SALONS:  
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Full-service salons offer a wide range of 
services, including hair care, nail care, skin 
treatments, makeup services, and 
sometimes even massages and spa 
treatments. They aim to be a one-stop shop 
for all beauty needs. 
 

Example: If you’ve ever gone to a salon to 
get a haircut and decided to treat yourself to 
a manicure afterward, you were at a 
full-service salon! 

 

​ 4. UNISEX SALONS:  
 

Unisex salons cater to all genders, providing 
a wide range of hair and beauty services. For 
example, you can get haircuts, hair 
colouring, skincare treatments, and nail 
services. These salons offer convenience by 
serving all customers under one roof. 
 

What makes them unique: Everyone can 
get pampered at a unisex salon—mom, dad, 
and even the kids! 

 

5. LUXURY SALONS:  
 

Luxury salons are high-end salons offering 
premium beauty services to guests. They 
provide exclusive hair and skin treatments, 
using high-quality products. These salons 
offer a luxurious experience for those 
seeking top-notch services. 
 

Example: Imagine stepping into a world of 
elegance—luxury salons can make you feel 
like a VIP with their services and premium 
treatments! 
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🎯 Match the Following 
      Match the situation to the most suitable place.  

 

Type of Customer  Place 

You want a simple haircut or 
shave in a relaxed setting. 

 Nail Studio 

You’re looking for a place that 
provides services for men, 
women, and children. 

 Beauty Parlour 

You need a quick haircut before 
an event, no extras. 

 Barber Shop 

You want threading or a cleanup 
in a small shop close to home. 

 Luxury Salon 

You feel stressed and want to 
relax with a massage or facial. 

 Makeup Studio 

You want both a haircut and a 
manicure in one visit. 

 Unisex Salon 

You need your nails done with 
some cool nail art. 

 Hair Salon 

You want a high-end beauty 
treatment with premium 
products. 

 Spa and Wellness Centre 

You want a professional makeup 
look for a photoshoot or special 
occasion. 

 Full-Service Salon 
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1.3 Types of Services Offered  

Salons offer a wide range of services to meet the different needs of their clients. Let’s take 
a look at some of the most common services provided by different types of salons.  

1. Hair Services 

●​ Haircuts: A variety of 
cutting styles for both men 
and women, tailored to 
individual preferences. 

●​ Head Massage: Relaxing 
scalp massages to relieve 
stress and stimulate hair 
growth. 

●​ Hair Root Touch-Ups: A 
solution for covering grey 
roots to maintain hair 
colour. 

●​ Hair Colouring: 
Techniques like highlights, balayage, or full hair colouring for style enhancement. 

●​ Hair Styling: Special occasion styling or everyday looks, including updos and 
blowouts. 

●​ Hair Treatments: Revitalising treatments like oil massages and conditioning for hair 
health. 

●​ Hair Straightening: Chemical or thermal treatments to smooth and straighten hair. 
●​ Perming: Creating permanent curls for a voluminous look. 
●​ Hair Spa Treatments: Deep conditioning treatments for nourishment and 

relaxation. 
●​ Keratin Treatment: A smoothing and strengthening treatment to repair damaged 

hair. 

 

2. Skincare Services 

●​ Facials: Cleansing, exfoliating, and rejuvenating 
treatments for healthy skin. 

●​ Clean-Ups: Basic skincare routines to remove dirt and 
unclog pores. 

●​ Waxing: Hair removal from various parts of the body, 
leaving skin smooth. 
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●​ Threading: Precision hair removal for shaping eyebrows and other facial hair. 
●​ Bleaching: Lightening hair on the face and body. 
●​ Skin Treatments: Advanced treatments tailored for specific skin conditions like 

acne, pigmentation, or sensitivity. 

 

3. Nail Services 

●​ Manicure Services: Nail care, including cutting, shaping, 
and polishing nails. 

●​ Pedicure Services: Foot care treatments to pamper and 
maintain healthy feet. 

●​ Nail Arts: Creative designs and patterns applied to nails. 
●​ Nail Extensions: Adding length and strength to nails for a 

long-lasting look. 
 

 

4. Makeup Services 

●​ Party Makeup: Customised makeup for parties, 
dinners, or special events.  

●​ Bridal Makeup: Tailored makeup services for 
brides to enhance their natural beauty on their 
big day. 

●​ Reception Makeup: Makeup specifically 
designed for wedding receptions. 

●​ Airbrush Makeup: A high-definition makeup 
application technique for a flawless finish. 

 

5. Massage and Body Treatments 

●​ Body Massage: Relaxing techniques like 
Swedish, deep tissue, and hot stone 
massages.  

●​ Body Polishing: Exfoliating treatments for 
smooth, radiant skin. 

●​ Body Scrubs: Treatments that remove dead 
skin cells for renewed skin. 

●​ Body Wraps: Detoxifying or moisturising 
wraps that rejuvenate the skin. 
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●​ Hot Stone Massage: A therapeutic massage using heated stones to relax muscles. 
●​ Reflexology: Pressure point massage that promotes overall wellness by targeting 

specific areas of the feet. 
●​ Slimming Treatments: Body treatments that help reduce fat and tone the body. 
●​ Steam Bath: Relaxing steam sessions that open pores and detoxify the body. 
●​ Sauna: Dry heat therapy for cleansing and relaxation. 
●​ Jacuzzi: Hydrotherapy that uses water jets to relieve muscle tension. 

 

6. Spa and Wellness Services 

●​ Aromatherapy: Using essential oils for relaxation 
and therapeutic benefits. 

●​ Reflexology: Applying pressure to specific points 
on the feet and hands to promote health. 

●​ Body Scrubs and Wraps: Treatments that exfoliate 
and detoxify the skin, improving circulation. 

●​ Hydrotherapy: Water-based treatments that use 
different temperatures to promote relaxation and 
healing. 

The list is endless! Can you think of any services that are 
missing from this list?  
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✏️ Fill in the Blanks 
      Use the most suitable words to fill in the blanks.  

hair colouring | hot stone | head massage | facial | haircut | manicure 

Priya decided to treat herself to a relaxing day at the salon. First, she opted for a trendy 
new  __________ to refresh her look. Afterward, the stylist recommended a 
__________  to relax her scalp and stimulate hair growth. Feeling adventurous, Priya 
also tried some __________ , adding soft highlights to give her hair a fresh, 
sun-kissed glow. 

After taking care of her hair, Priya moved on to some skin treatments. She chose a 
__________ to cleanse and rejuvenate her face, leaving her skin smooth and 
glowing. To get ready for the upcoming event, she also booked a __________ , where 
she enjoyed a full hand pampering session, including cutting, shaping, and polishing her 
nails. 

To complete her day of indulgence, Priya opted for a __________ massage. The 
therapist used smooth, heated stones to relax her muscles and release any tension. By 
the end of the day, Priya felt completely refreshed and ready to shine at the party with 
her stunning new look. 

 

💇‍♀️ Activity: Visit a Salon! 

In pairs, visit a local salon (or recall your experience from a past visit). Focus on what you 
see: 

●​ What services do they offer? 
●​ What does the inside of the salon look like? 
●​ Who is working there, and what are their roles? 

After your visit, discuss with your partner: 

●​ Which part of the salon did you like the most and why?  
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1.4 Roles and Responsibilities in a Salon 

💡 Before We Start 
 

       What would happen if the salon manager didn’t come to work for a day?  
●​ How do you think the salon would run without a leader? 
●​ Would the salon still run smoothly? 

Like any other workplace, a salon runs smoothly when different people work together. Each 
person must focus on their specific work. These jobs range from managing the entire salon 
to cutting hair, doing nails, or handling appointments.  

Understanding the roles and responsibilities in a salon helps you see how teamwork makes 
everything function properly. 

Here are the key roles you will typically find in a salon setting: 
 

1. SALON MANAGER:  

The salon manager is the person who 
makes sure the salon runs smoothly every 
day. They’re like the coach of the team, 
organising everything from schedules to 
handling any client issues that come up. 
They make sure the staff knows what they 
need to do, order products when they’re 
running low, and ensure that the salon 
looks professional and welcoming. 

Being a salon manager means having good 
communication skills because you’ll need to 
talk to both the staff and the clients 
regularly. You’ll also need to be good at 
problem-solving since unexpected issues 
can pop up, like a stylist calling in sick or a 
client needing a last-minute appointment. 
Most importantly, a salon manager needs to 
stay calm under pressure and keep the 
salon running efficiently, even on busy days. 
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2. ASSISTANT SALON MANAGER 

An assistant salon manager works closely 
with the salon manager and helps with 
day-to-day tasks. If the salon manager is 
busy or not available, the assistant steps in 
to handle things. This can include making 
sure appointments are running on time, 
helping the staff when needed, and making 
sure everything is cleaned and organised. 

Assistant managers need to be flexible 
because they’re often doing a little bit of 
everything. They should be good at 
organising schedules and keeping things 
running smoothly. Communication skills are 
important, too, since they’ll often be the link 
between the staff and the manager. 

 

3. HAIRSTYLIST 

The hairstylist is the person clients come 
to for haircuts, styling, colouring, and 
sometimes even treatments to keep their 
hair healthy. Hairstylists are experts in 
understanding what a client wants and 
helping them choose a style that suits 
them. They know the latest trends, and 
they’re great at making clients feel 
confident and happy with their new look. 

Being a hairstylist requires creativity and 
skill. It’s not just about knowing how to cut 
hair—it’s about understanding what will look 
good on a client based on their face shape, 
hair type, and lifestyle. Hairstylists also 
need good communication skills because 
they have to talk to clients to understand 
exactly what they’re looking for. 
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4. ASSISTANT HAIRSTYLIST 

An assistant hairstylist helps the main 
hairstylists by doing tasks like washing 
clients' hair, cleaning up the workstations, 
and preparing tools for the next 
appointment. This role is often a stepping 
stone for someone learning to become a full 
hairstylist. Assistants are usually learning 
the trade while helping the senior stylists. 

To be a good assistant hairstylist, you need 
to be quick on your feet, ready to help 
wherever needed, and willing to learn from 
the more experienced stylists. It’s also 
important to have good people skills 
because you’ll often be interacting with 
clients when you’re washing their hair or 
setting up their station. 

 

5. NAIL TECHNICIAN 

A nail technician is responsible for making 
hands and feet look beautiful. They provide 
services like manicures, pedicures, nail 
extensions, and nail art. Nail technicians 
use different tools and products to shape, 
clean, and paint nails. They also help clients 
choose the right colours or designs that will 
make them feel fabulous. 

Being a nail technician takes precision and 
creativity. You need to have steady hands 
for detailed work and know how to safely 
use all the tools. Plus, you’ll need good 
hygiene practices since the tools you use 
must be clean to avoid infections. Good 
communication skills are also essential 
because you’ll be talking to clients to 
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understand what they want and 
recommending different nail treatments. 

6. BEAUTICIAN 

A beautician (or esthetician) focuses on 
skincare and beauty treatments. They 
provide services like facials, waxing, 
threading, makeup application, and 
sometimes even body treatments. 
Beauticians help clients maintain their skin 
health and enhance their appearance 
through these services. 

Being a beautician requires knowledge of 
different skin types and how to treat them. 
Beauticians must know which products and 
techniques will help a client achieve 
healthier, glowing skin. They also need to be 
patient and gentle, especially during 
sensitive treatments like waxing. Good 
communication is key because clients often 
ask for advice on how to care for their skin 
at home. 
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7. ASSISTANT BEAUTY THERAPIST 

An assistant beauty therapist helps the 
main beautician with tasks like setting up 
the treatment room, preparing products, 
and cleaning up after treatments. They may 
also assist with simpler tasks like applying 
face masks or preparing a client for a 
service. This is usually a starting role for 
someone learning about beauty treatments. 

An assistant beauty therapist needs to be 
organised and ready to help at any moment. 
They also need to be observant, learning as 
much as they can from the senior 
beautician so they can grow in their skills. 
Being friendly and attentive to clients is 
important, too, because you’ll often be the 
one interacting with them during 
preparation. 

 

8. RECEPTIONIST 

The receptionist is the first person clients 
meet when they walk into a salon. They 
handle bookings, greet clients, answer the 
phone, and manage payments. 
Receptionists are in charge of keeping the 
appointment book organised and making 
sure there are no double bookings. They 
also make clients feel welcome and taken 
care of from the moment they step in. 

To be a good receptionist, you need to be 
friendly and well-organised. You should be 
good with technology because you’ll be 
using the salon’s booking system to 
manage appointments. Most importantly, 
you need great communication skills since 
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you’ll be talking to clients all day, helping 
them with their needs. 

 

Each role in the salon has its own set of responsibilities, but together, they create a 
well-run salon where clients feel welcome, and staff work efficiently.  Each role in the salon 
is interconnected. For example, while the hairstylist works on a client's hair, the 
receptionist ensures that the next client's appointment is on track. Meanwhile, the salon 
manager oversees the entire operation, ensuring that every client receives top-quality 
service. 

Examples: 

●​ Example 1: Hairstylist’s Role at "Style Corner"​
At Style Corner, the hairstylists are the stars of the show. They consult with clients 
about the look they want, give haircuts, and style their hair to make them look their 
best. They also recommend products for clients to use at home. 

●​ Example 2: Receptionist at "Nail Haven"​
At Nail Haven, the receptionist manages all the bookings and greets clients with a 
smile. They make sure appointments are running on time and process payments 
when clients leave. 

●​ Example 3: Salon Manager at "Glam Glow"​
The salon manager at Glam Glow makes sure everything is organised. They create 
staff schedules, order products, and handle any client issues that might come up 
 

🗣️ Discussion 
 

At Fresh Looks, the receptionist often forgets to book enough time for clients’ services, 
and the hairstylists are constantly rushed. Clients are unhappy because they feel like 
they’re not getting enough attention. 

1.​ What is going wrong at Fresh Looks? 
2.​ How can the receptionist and hairstylists work together to improve the client 

experience? 
3.​ Why is it important for the receptionist to manage the appointments carefully? 

19 



1.5 Basic Salon Infrastructure and Layout 

💡 Before We Start 

●​ What do you think is the most important area in a salon? Why?  
●​ How do you think the layout can affect the client experience? 

When we walk into a salon, the first thing we notice is how it looks and feels. Have you never 
noticed how everything has a place in the salon? This is all about the salon's layout, which 
is how everything inside is arranged. The layout of a salon isn’t random; it is carefully 
planned. Just like how we arrange our rooms at home to make them nice and cosy, salons 
are set up in a special way to make us feel welcome and comfortable and to make sure 
everything runs smoothly.  

The salon infrastructure refers to the physical setup of the salon, including the areas 
where services are given, the waiting area for clients, and where products are stored. A 
well-thought-out layout makes it easier for the staff to do their job and makes clients feel 
relaxed and welcome. 

Every salon has different areas with its purposes. For example, the reception area is where 
clients check-in and book appointments, while the service stations are where the real 
magic happens—whether it’s cutting hair, giving manicures, or applying skincare 
treatments. The wash stations in hair salons are where clients get their hair shampooed 
before their service. The layout helps both staff and clients move around easily without 
bumping into each other. 

Salon infrastructure includes areas such as the reception, wash stations, waiting areas, 
and service stations. Each of these areas serves a specific function and contributes to the 
smooth workflow within the salon. 

The following aspects are important in a salon.  

Look and Feel 

1.​ The Look of a Salon: Do you remember your last visit to a salon? Everything at a 
salon, from the colour of the walls to the style of the chairs, tells you a story about 
what kind of services you can expect. All the visible elements contribute to the look 
of a salon. 

●      Colours and Lighting: Soft, calming colours can make a spa feel more relaxing, 
while bright, vibrant colours might be perfect for a lively nail salon. The lighting 
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should complement these colours, bright enough to see clearly but soft enough 
to make customers feel at ease. 

●      Furniture and Layout: The way the chairs, counters, and waiting areas are 
arranged and the style of furniture used can say a lot about a salon. 
Comfortable, stylish chairs in the waiting area and neatly organised service 
stations make customers feel welcome and show that the salon cares about 
comfort and style. 

●      Cleanliness and Organization: A clean and tidy salon is inviting. Seeing that 
everything has its place makes customers trust the services they are about to 
receive. 

2.​ The Feel of a Salon: The feel or atmosphere is about the mood of the salon. It’s how 
the place makes you feel the moment you step inside. 

●      Warm Welcome: Being greeted with a friendly smile and a helpful attitude as 
soon as you enter can make all the difference. It sets the tone for a positive 
experience. 

●      Music and Fragrance: Background music that fits the salon’s theme can 
enhance the atmosphere, whether it’s calming tunes in a spa or upbeat songs in 
a hair salon. A subtle, pleasant fragrance can also make the space feel more 
inviting and comfortable. 

 

🦉Reflection 
 

●​ Why do you think the look and feel of a salon is important?  
●​ Think about a few salons you have visited in the past or seen on 

television/internet. In groups of 2-3, discuss how the look and feel of these 
establishments contributed to your impression of the place.  

Why the Look and Feel of a Salon Matters: 
●      First Impressions Count: The initial impression can turn a first-time visitor into 

a regular customer. 
●      Reflects Quality and Service: The attention to detail in the salon’s design and 

atmosphere reflects the quality of service and care customers can expect to 
receive. 

●      Creates a Memorable Experience: A salon that looks great and feels welcoming 
is more likely to be remembered and recommended to others. 
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Example 1: Fresh Cuts 

At Fresh Cuts, the salon layout is designed 
to maximise efficiency and client comfort. 
The reception area is located at the 
entrance, creating a welcoming first 
impression. Directly behind the reception 
are the waiting area and styling stations, 
where clients can relax while they wait for 
their appointments. The wash stations are 
positioned nearby to minimise the 
movement of clients and staff. The salon 
also includes a small retail area displaying 
hair care products. This layout allows 
stylists to move seamlessly between 
washing, cutting, and styling, ensuring a 
smooth client flow. 

 

Example 2: Zen Retreats 

Zen Retreat has a spacious and calming 
layout designed to promote relaxation. The 
reception area is serene and inviting, with 
soft lighting and calming decor. Private 
treatment rooms are placed further inside 
the spa to provide a quiet and peaceful 
environment for massages, facials, and 
body treatments. The spa also includes a 
small lounge area where clients can enjoy 
herbal teas before or after their treatments. 
The entire layout is designed to minimise 
noise and create a tranquil atmosphere. 

 

Example 3: Polish & Shine 
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Polish & Shine has a compact and efficient 
layout. The salon features a cosy reception 
area where clients can check in and choose 
from various nail services. The nail stations 
are arranged in a circular pattern to 
encourage interaction between clients and 
technicians, while also providing a clear 
view of the salon's product display. The 
pedicure chairs are located at the back, 
with a partition for added privacy. This 
layout allows for a comfortable client 
experience while maximising the salon's 
small space. 

 

 

Essential Salon Infrastructure 

For a salon to function properly, the layout is not the only thing that needs to be kept in 
mind. The type of furniture and the quality of tools used are equally important. 

Common Areas 

1. RECEPTION AREA 

The reception area is the first thing clients 
see when they walk into the salon. It should 
be welcoming and organised. This area is 
where clients check in for appointments and 
make payments. A friendly receptionist is 
essential here to greet clients and handle 
their requests. 

 

●​ A reception desk for managing 
appointments and payments. 

●​ Displays for products and services 
offered by the salon. 

●​ Hanging any certificates or any 
highest achievement of the salon, for 
example getting an award. 

 

2. WAITING AREA 
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The waiting area is an important part of any 
salon. Comfortable and inviting waiting area 
chairs help create a welcoming environment 
where clients can relax while waiting for 
their appointments. 

●​ Comfortable seating that allows 
clients to unwind 

●​ Aesthetically pleasing decor that 
matches the salon's style 

●​ Adequate space between chairs to 
ensure privacy and comfort.  

●​ Having entertainment options, like 
magazines or a TV, to keep clients 
engaged. 

3. STYLING STATION 

Styling stations are where the magic 
happens! This is where hairstylists cut, 
colour, and style hair. Each station should 
be equipped with a chair, a mirror, and tools 
for the stylist to use. 

 

●​ Well-organised tools and products 
within easy reach. 

●​ Sufficient space to allow for 
comfortable movement. 

●​ Good lighting to help stylists see 
clearly while working. 

4. WASH STATION 

Wash stations are specifically designed for 
washing clients' hair. They usually have a 
reclining chair and a sink that allows for 
comfortable hair washing. The layout 
should ensure privacy for clients while 
maintaining easy access for stylists. 

 

●​ Adjustable sinks to accommodate 
clients of different heights. 

●​ Comfortable chairs for relaxation 
during the washing process. 

●​ Space for towels and products used 
for washing. 

5. TREATMENT ROOMS 

If the salon offers services like facials or 
massages, treatment rooms should be quiet 
and relaxing. They should provide a 
peaceful environment for clients to unwind. 

 

●​ Soft lighting and calming decor. 
●​ Privacy for clients during treatments. 
●​ Easy access to necessary equipment. 
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🌟 Rohan’s Visit to the Salon 
 
Rohan is excited about his sister’s 
wedding. He wants to get his hair and 
beard trimmed for the occasion. He 
visits Hair and Care, his 
neighbourhood salon. Help Rohan 
navigate his way. Fill in the blanks in 
order of his journey.  
 
Select from the following:  
Wash Station | Reception (Enter) | 
Waiting Area | Reception (Pay) | Service 
Station  

 

🔎 Identify and Label Salon Areas 

Look at the provided diagram of a basic salon layout. The diagram includes different 
areas of a salon such as the reception, waiting area, styling stations, wash stations, 
and retail area. Your task is to: 

1.​ Identify each part of the salon. 
2.​ Label the different parts of the salon in the image below.  
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📝 Design a Salon Floor Plan 

Using a blank sheet of paper, create a basic floor plan for a salon. Choose the type of 
salon (hair salon, nail salon, spa) and include the following elements: 

1.​ Reception area 
2.​ Waiting area 
3.​ Service stations (e.g., styling stations, nail stations, treatment rooms) 
4.​ Wash stations (if applicable) 
5.​ Retail/display area (if applicable) 
6.​ Storage and staff area 

 

Basic Tool Items 

Tools in a salon refer to the handheld equipment and devices used by professionals to 
perform beauty services.  

These tools are essential for carrying out various treatments and services effectively. 

Hair Tools ●​ Scissors, combs, brushes, hairdryers, curling irons, and 
straighteners.  

●​ These are essential for cutting, styling, and treating hair. 

Nail Tools ●​ Nail files, clippers, buffers, and UV lamps for gel nails.  
●​ These tools are used for manicures, pedicures, and nail art. 

Makeup Tools ●​ Brushes, sponges, applicators, and makeup products/palettes.  
●​ These are used for applying makeup and creating different looks. 

Skincare Tools ●​ Facial steamers, extraction tools, and masks.  
●​ These tools are used for various facial treatments and skincare 

routines. 
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✏️ Fill in the Blanks 
      Use the most suitable words to fill in the blanks.  

hairdryer | nail filer | brushes | sponge | scissors | curling iron | comb  

Maya was getting ready for a big event, and her day started at the salon. First, the stylist 
grabbed a pair of ______ and a ______ to trim and shape her hair into the perfect 
style. After drying it with a ______, they finished the look using a ______ to add 
beautiful curls. 

Next, Maya moved to the nail station, where the technician used a ______ to shape her 
nails. Finally, it was time for makeup. The artist expertly used ______ and ______ to 
apply foundation and create a stunning look. With the perfect mix of tools, Maya felt 
ready to shine at her event! 

 

🗣️Discussion 

How do you think a messy or cluttered salon would affect a client’s experience? What 
about a salon that is well-organised? 

 

1.6 Visit to a Salon 
 

💡 Before We Start 
 

●​ What do you hope to see during your visit to the salon?  
●​ What services are you most curious about? 

Going to a salon isn’t just about getting a haircut or a manicure - it’s an experience! During 
this salon visit, your role will be that of an observer. You won’t be booking an appointment 
or receiving a service—instead, you’ll be paying close attention to how the salon operates. 

From the moment you walk in, notice the different people working in the salon, the tasks 
they are performing, and how the space is organised. This visit will help you understand the 
teamwork, layout, and atmosphere that contribute to the smooth running of a salon. 

What to observe in a Salon? 
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When observing the salon during your visit, there are three key areas to focus on: 

1.​ Roles and Responsibilities:​
Pay attention to who is doing what. Notice the different people working in the 
salon and the tasks they are responsible for. For example, the receptionist might 
be greeting clients and managing appointments, while the hairstylist is cutting or 
colouring hair. Watch how these different roles come together to create a smooth 
experience for clients. 

2.​ Tasks Being Performed:​
What kinds of services are being provided in the salon? Whether it's haircuts, 
manicures, or makeup application, observe the different tasks performed by the 
staff. Notice how each task is done with attention to detail and care. 

3.​ Salon Layout and Atmosphere:​
Look closely at how the salon is set up. Is it spacious and organised, or does it feel 
cramped? Is there a separate waiting area, and how comfortable does it seem? 
Also, pay attention to the lighting and music—these small details can have a big 
impact on the client’s experience. 

Use the chart below to notice and record the different roles, tasks and layout details.  

 

1. OBSERVATION OF ROLES 

During your visit to the salon, pay attention to the different roles you see in action. Fill in 
the chart below to identify which roles are present and how many people are performing 
those roles. 

Role Present (Yes/No) Number of Workers 

Hairdresser/Stylist   

Receptionist   

Salon Manager   

Beautician   

Nail Technician   

Cleaner   
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2. TASKS PERFORMED BY WORKERS 

Observe which tasks are being performed and by whom. Fill in the table below with who is 
performing each task. 

Task Performed by (worker type) 

Hair Cutting/Styling  

Hair Washing/Shampooing  

Blow Drying  

Manicure/Pedicure  

Makeup Application  

Client Reception/Booking  

Payment Processing  

Cleaning/Disinfecting  

Consultation/Advice  

 

3. SALON LAYOUT AND LIGHTING 

The design and atmosphere of a salon can have a huge impact on how clients feel. Pay 
attention to the layout, lighting, and overall vibe of the salon. Fill in the chart with your 
observations: 

Salon Layout Observation (Yes/No) 

Open/Spacious  

Congested/Compact  

Clearly Defined Work Areas  

Comfortable Waiting Area  

Lighting and Music Observation (Yes/No) 

Bright Lighting  

Soft Lights Used  
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Task-Specific Lighting (e.g., Mirrors)  

Natural Light Availability  

Calm and Relaxing Music  

 

🗣️ Discussion 

1.​ How does the layout of the salon you observed help or hinder the workers? 
2.​ Which roles seemed busiest during your observation? Why do you think that is? 
3.​ What stood out to you most during your visit? 
4.​ What would you improve in the salon’s layout or atmosphere? 
5.​ Did the staff roles seem clearly defined? 

 

 🦉 Think About It  

Take a moment to think about what you saw and learned. 

●​ What did you notice about the way tasks were performed?  Were they efficient, 
organised, and professional? Provide specific examples to support your 
observations. 

●​ Evaluate the salon’s atmosphere (lighting, music, cleanliness). How do each of 
these factors contribute to clients’ overall comfort and satisfaction during their 
visit? 

●​ Do you think even good music is an important part of the customer experience in 
a salon? 
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✏️ Activity 

The salon you visited has called you for your expert advice! The manager wants to 
know what changes you would like to recommend to improve the layout of the salon. 
Share your suggestions with a clear reason.  



 

📖 New Words 

Word Meaning 

Ambiance The character and atmosphere of a place. 

Aromatherapy The use of essential oils from plants to improve physical and emotional 
well-being. 

Balayage A hair colouring technique where colour is hand-painted onto the hair 
for a natural, sun-kissed look. 

Esthetician A person who specialises in the beautification of the skin. 

Hydrotherapy The use of water for therapeutic purposes, such as pain relief and 
relaxation. 

Infrastructure The basic physical and organisational structures and facilities needed 
for operation  

Layout The way in which the parts of something are arranged or laid out. 

Reflexology A practice involving applying pressure to specific points on the feet 
and hands to promote relaxation and healing in corresponding body 
areas. 
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1.7 Assessment  

1. Fill in the blank:  

a)​ The __________ is responsible for the overall management of the salon, 
ensuring smooth operations and client satisfaction. 

b)​ The area in a salon where clients are greeted and appointments are managed is 
called the ____________. 

c)​ A ____________ is a professional who specialises in skincare and beauty 
treatments, offering services like facials, waxing, and makeup application. 

2. Choose the most appropriate answer:  

A.​ The primary responsibility of a Salon Manager is: 
a.​ Performing hair styling services. 
b.​ Applying makeup for clients. 
c.​ Overseeing the daily operations of the salon. 
d.​ Greeting clients at the reception. 

B.​ Which area in a salon is specifically designed for washing clients' hair? 
a.​ Styling Station 
b.​ Waiting Area 
c.​ Wash Station 
d.​ Reception Area 

3. Name three tools used by a hairstylist. 

4. What are some differences between a beauty parlour and a spa and wellness centre? 

5. Explain the key differences between a single-service salon and a multi-service salon. 

Provide specific examples of each type. 

6. Explain why teamwork and collaboration are crucial for the success of a salon. Use 

examples to illustrate your points. 

7. Discuss the importance of salon infrastructure and layout. How does it impact the overall 

client experience and the efficiency of salon operations? 
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SALON MANAGEMENT 
UNIT 2  
Basics of Salon 
Management 
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LEARNING OUTCOMES 

By the end of this unit, you will be able to -  
 

1.​ Understand the fundamental aspects of salon management, including daily 
operational tasks, effective client handling, resource allocation, and team 
coordination. 

2.​ Demonstrate knowledge of staff management techniques, including recruiting, 
training, and leading a salon team to maintain a high standard of service. 

3.​ Identify and evaluate key responsibilities involved in salon leadership roles 
4.​ Incorporate best practices for equipment maintenance, waste management, and 

eco-friendly initiatives to promote sustainability and environmental responsibility 
within the salon. 

 

 

OVERVIEW 

Salon management involves overseeing all activities in a salon to ensure it runs smoothly. 
It includes managing staff, satisfying clients, and maintaining a clean, professional 
environment. The salon manager is like a ship's captain, making decisions that keep 
operations on track. 
 
Managers handle scheduling, inventory, and client complaints. For instance, at Pretty 
Cuts, the manager organises staff schedules and resolves client issues, while at Elite 
Salon, the manager plans promotions to attract new clients. Effective salon management 
is essential for success. A well-managed salon creates a positive experience for clients, 
encouraging them to return and recommend the salon to others. It also keeps staff 
motivated, leading to better service. 
 
In summary, daily operations are vital for client satisfaction and business growth. 
Understanding necessary tasks helps maintain a welcoming atmosphere and ensures 
everything runs smoothly. This unit will explore these daily tasks and their importance in 
the beauty industry. 
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2.1 What is Salon Management? 

💡 Before We Start 

What do you think makes a salon successful? Is it the services they offer, the staff, or 
the environment? Think about your last visit to a salon. What stood out to you? 

Salon management means taking care of everything that happens in a salon. It’s not just 
about haircuts or facials—it’s about making sure the salon runs smoothly every day. This 
includes managing the staff, making sure clients are happy, and keeping the salon 
organised and professional. 

🧠 Recall 

A _________ has a lot of responsibilities. 
They decide what services to offer, organise 
appointments, and ensure the salon looks 
clean and welcoming. A good _________ 
makes sure the salon is a place where clients 
love to visit and where the staff enjoys 
working. 

Think of the salon manager like the captain of a ship. They make decisions to keep 
everything on track, from the staff schedules to how to deal with client complaints. If 
something goes wrong, the manager steps in to fix it and make sure everything runs 
smoothly again. 

Example 1: The salon manager at Pretty Cuts spends her day managing staff schedules, 
checking inventory, and solving client issues. If a client isn’t happy with their service, she 
steps in to fix the problem. 

Example 2: At Elite Salon, the manager plans new promotions for the month, offering 
discounts to attract more clients. This helps the salon grow its business. 
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➕ Why is Salon Management Important? 

In the beauty industry, salons are all about helping people look and feel their best. But 
none of this works without good management. A well-managed salon is clean, organised, 
and professional, which makes clients trust it. Happy clients come back, and they often 
tell their friends and family about their great experiences. 

Good salon management is not just important for the clients. It’s also important for the 
staff. When the manager does their job well, the staff feels motivated, supported, and 
knows what they need to do. A happy staff means better service for the clients. 

Successful management also helps the salon grow. The manager makes sure the 
finances are handled properly, new clients are brought in, and the salon’s services are 
promoted. This makes the salon stand out, especially in the competitive beauty industry. 
Salons that are managed well are the ones that succeed and keep growing. But what 
does it take to manage a salon on a daily basis? 

 

🧠 Recall 

After visiting or recalling your experience at a salon, think about this: 
 
What tasks do you think need to be done every day to keep the salon running smoothly? 

Now, let’s dive into the daily salon operations to get answers to these questions and see 
what happens behind the scenes and how these everyday tasks keep the salon looking 
great and running without any problems. 

2.2 Daily Salon Operations 
 

💡 Before We Start 

What do you think happens in a salon from the time it opens in the morning until it 
closes at night? Why are these daily tasks important for providing a good experience 
to clients? 

Running a salon is like running a machine – lots of little things have to happen every day to 
make sure everything works smoothly. Daily salon operations are all the tasks that need to 
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be done in a salon to keep it clean, organised, and ready to give the best service to clients. 
This includes things like opening and closing the salon, cleaning up, making sure there are 
enough products, checking the electricity and water supply, implementing health and 
safety measures, keeping all the tools in good shape and much more. 

When everyone in the salon knows what they need to do each day, everything runs better. 
Appointments don’t get messed up, clients aren’t waiting around, and the salon looks neat 
and professional. Keeping things clean, organised, and working properly means the salon is 
a place clients want to come back to. 

Example 1: Every morning at Stylish Haircuts, the salon manager comes in 30 minutes 
before opening time. They make sure all the workstations are clean, the tools are ready, and 
there are enough products like shampoos and conditioners. The receptionist checks the 
appointment book to see who’s coming in that day and makes sure there’s no double 
booking. When the doors open, everything is set up and ready for clients. 

Example 2: At Beautiful Nails, the receptionist uses a booking system on the computer to 
make sure no one’s appointment overlaps with someone else’s. The system also sends a 
reminder to the client the day before. This helps the salon stay organised, and the clients 
are happy because they don’t have to wait long. 

Example 3: At Glow Spa, the workers make sure all the machines and tools are cleaned and 
stored properly before they go home at night. They also check if the hairdryers, 
straighteners, or other machines need maintenance. This way, the tools don’t break down 
in the middle of a client’s service, and the staff is always ready to give their best. 

Let’s take a closer look at the daily operations of a typical salon and what it takes to make 
sure things run without a hitch! 

1.​ Opening the Salon 

Every day in a salon begins early, often before the 
first client walks through the door. The first task? 
Unlocking the salon and getting the space ready 
for business. The salon manager or a staff member 
usually arrives first to make sure everything is in its 
place. Whether it’s ensuring that the tools are laid 
out properly, checking the stations, or giving a 
quick sweep to make sure the salon looks tidy, the 
goal is to create a welcoming environment right 
from the start. 

(Imagine arriving at your favourite salon and being 
greeted by a clean, organised space. The chairs are 
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neatly arranged, the tools are in order, and everything looks inviting. That’s the power of a 
well-prepared opening routine!) 

2.​ Checking Utilities 

Before clients start arriving, it’s vital to check that there’s a stable electricity and water 
supply. This ensures that all equipment, such as hair dryers and washing stations, can 
operate without interruptions. It’s essential for staff to confirm that everything is working 
correctly so they can deliver services efficiently. 

(Picture this: the salon is packed with clients waiting for their hair to be styled, but 
suddenly, the lights flicker and go out because no one checked the electricity first. By 
checking the utilities, staff can avoid this chaos and provide a seamless experience for 
clients.) 
 

🦉 Think About It 

What could happen if the staff didn’t check the electricity or water supply before 
opening? 

3.​ Cleaning and Sanitising the Salon 

In any salon, cleanliness is key. Not only does it make the space look professional, but it’s 
also essential for keeping clients and staff safe. Each morning, the floors are swept, 
surfaces wiped down, and all tools and equipment are sanitised. But the cleaning doesn’t 
stop there. After every client, stations need to be tidied up, chairs wiped down, and tools 
disinfected to maintain hygiene. Keeping everything clean throughout the day ensures that 
clients feel comfortable and trust the salon to provide a safe environment. 

(After every haircut, the stylist takes a moment to clean the chair and the area around 
them. Clients notice these little details, and it makes them feel confident that they are in a 
safe and hygienic space.) 

4.​ Checking the Equipment 

After ensuring utilities are in place and the salon is clean, 
it’s time to turn on all necessary equipment, like 
hairdryers, curling irons, and styling tools. This ensures 
everything is functional and ready for use. It’s crucial for 
staff to double-check that all tools are in working order 
before clients arrive. Check the availability of aprons, 
masks, gloves, shower caps and other disposable items.  
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(Imagine the stylist is ready to begin a blowout, but the hair dryer is broken. By turning on 
the equipment beforehand, they can catch any issues early and avoid delays for clients.) 

5.​ Implementing Health and Safety Measures 

Health and safety are non-negotiable in a salon. Whether it’s ensuring staff wear proper 
personal protective equipment (PPE) like gloves and masks, or making sure the salon has 
good ventilation, these measures protect both clients and staff. Regular training for the 
team on health and safety practices is crucial. For example, knowing how to handle and 
store chemicals safely reduces the risk of accidents. This might not sound glamorous, but 
these precautions keep the salon running smoothly and safely. 

(Before starting a facial, the beautician puts on gloves and a mask. This shows clients that 
their health is a priority and that the salon follows proper hygiene practices.) 

6.​ Managing Laundry Requirements 

Ever notice the fresh towels and clean capes 
used during your salon visits? Well, that’s all 
thanks to regular laundry tasks! Every day, 
towels, capes, and other fabrics need to be 
cleaned to ensure there’s always a fresh 
supply for clients. Some salons have in-house 
washing machines, while others send their 
laundry out. Either way, this 
behind-the-scenes task is essential to 
maintaining a clean, professional look. 

(Picture a client coming in for a facial and 
being handed a freshly laundered towel. It makes a huge difference in their experience, 
showing that the salon cares about cleanliness and comfort). 

7.​ Turning Off Lights and Equipment 

At the end of a busy day, it’s time to shut down the salon. Just like in the morning, it’s 
important to go around and turn off all the lights and equipment. This isn’t just about saving 
energy—it’s also a key safety measure. Imagine leaving the curling irons on overnight! So, 
it’s crucial to check that everything is switched off and unplugged if needed. 

(After a long day of styling, the staff member makes a final round to turn off all hairdryers 
and lights, ensuring everything is safe and energy-efficient before leaving.) 

8.​ Securing the Premises 
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Before the last staff member leaves, they need to make sure the salon is locked up and 
secure. This involves locking all the doors and windows, setting any alarms, and 
double-checking that the salon is protected. With expensive tools and products on-site, 
security is essential for protecting the salon’s investment. 

(As the last stylist leaves, they make sure the back door is locked and the alarm is set, 
knowing that the salon is secure until the next day.) 

9.​ Closing the Salon 

Finally, once all the lights are off, the equipment is unplugged, and the doors are locked, it’s 
time to officially close the salon for the day. But before heading out, there’s one last task: 
checking that everything is in order for the next day. This includes making sure stations are 
tidy, the floor is clean, and everything is ready to go when the salon reopens. A smooth 
close makes for an even smoother start the next morning! 

(The manager walks through the salon one last time, checking that all cleaning is finished, 
tools are put away, and the space looks ready for the next day’s clients. This kind of 
attention to detail sets the stage for success.) 

🦉 What Do You Think?  

Imagine you are the manager of a spa. You have just been informed that there will be 
no power during the morning hours next day. What are some good ideas to deal with 
this challenge?  

1.​ Close the salon for half a day.  
2.​ Try to arrange power backup for the next day. 
3.​ Register a complaint with the power department.  
4.​ Call the clients and reschedule their appointments for later in the day.  

Discuss in pairs what you decided to do. Why did you decide that? How will it impact the 
clients, the salon’s reputation and the staff?  

 
 
 
 
 

🦉 My Salon Schedule 
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Given below is a list of activities that you will need to do as salon manager. Make your 
schedule as a salon manager by categorising these activities. You may add more 
activities if you can think of any. 

●  ​ Opening the salon 
●  ​ Turning on lights and 

equipment 
●  ​ Laundry cleaning and 

Requirements 
●  ​ Staff scheduling and 

management 
●  ​ Cleaning and sanitising the 

salon 
●  ​ Check the Electricity/Water 

●  ​ Answering phone calls 
and booking 
appointments 

●  ​ Keeping the salon 
clean throughout the 
day 

●  ​ Securing the premises 
●  ​ Closing the salon 
●  ​ Turning off lights and 

equipment 

●  ​ Checking 
appointments and 
schedule 

●  ​ Preparing 
workstations for the 
services 

●  ​ Restocking supplies 
and inventory 

●  ​ Updating client 
records 

Categorise these activities in the table below:  

Opening Morning Midday Break Afternoon Closing 

 

  

  

        

 

 

🧑‍💼 Case Study  

Case Study:​
At "Sunshine Salon," things have been a little messy lately. Clients are complaining that 
their appointments are delayed because the tools aren’t ready, and sometimes they even 
have to wait for products to be restocked. The hairstylists are frustrated because the 
appointment book is not organised, and sometimes there’s not enough time between 
clients. The equipment isn’t working well because no one is taking care of it. Now, the 
salon is losing business. 

Questions: 

1.​ What are the main problems at Sunshine Salon? 
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2.​ How could the salon’s daily operations be improved to make things run better? 
3.​ What should the salon staff do every day to make sure clients are happy and the 

salon is successful? 

Now that you understand the daily operations of a salon, let’s explore how a competent 
salon manager looks after the staff - from identifying candidates with great potential to 
supporting the team and helping them grow in their careers.  

2.3 Staff Management and Leadership  

💡 Before We Start 

Have you ever worked on a group project before as a team? What made it successful, and 
what caused problems? Think about a salon—how important do you think it is for staff to 
work well together? 

Running a successful salon isn’t just about giving clients great haircuts or flawless 
manicures—it’s also about leading and managing a team of people who help keep 
everything running smoothly. Whether it’s the hairstylists, nail technicians, or even the 
receptionist, every person in the salon plays a role in the overall success of the business. 

As a salon manager or leader, your job is to make sure everyone works together, knows 
what to do, and feels motivated. But what does it actually mean to manage staff and be a 
good leader? Let’s break it down. 

Hiring the Right People: You can’t have a 
great team without great people. It’s not 
just about finding someone who can give a 
great massage or cut hair well—it’s about 
finding team members who fit the salon’s 
vibe, love working with clients, and can 
work well with other team members. 
Personality is just as important as skill. 

 

 

Example: Hiring for Personality and Skills at "Blossom Beauty" 
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At Blossom Beauty, the manager knows that hiring someone who fits in with the team is 
just as important as hiring someone with great technical skills. When hiring a new 
hairstylist, she looks for someone who is not only skilled with scissors but also friendly 
and good at making clients feel comfortable. This creates a welcoming atmosphere 
where clients feel like part of the family. 

Training and Developing Staff: Even the best hairstylists need to keep learning. As a 
manager, you’ll need to make sure your team gets regular training to stay updated on the 
latest trends, techniques, and customer service skills. Training doesn’t just benefit the 
salon—it helps staff feel more confident and excited about their work. 

Example: Ongoing Training at "Trendsetters" 

The owner of Trendsetters knows that the beauty industry is always evolving. That’s why 
she sets up monthly training sessions where the team can learn new techniques, like the 
latest haircut trends or advanced colour treatments. These sessions not only improve 
the staff’s skills but also keep them excited and motivated about their work. 

Scheduling: Keeping the salon running means organising shifts so there’s always enough 
staff to meet client needs without overworking anyone. It’s like putting together a 
puzzle—each piece (or staff member) needs to fit just right to keep the salon operating 
smoothly. 

Example: Scheduling Balance at "Shine Salon" 

At Shine Salon, the manager noticed that some of her staff were feeling burned out from 
working too many back-to-back shifts. She adjusted the schedule to give everyone a 
better balance of work and rest, which boosted their energy and led to happier clients. 
Now, the team feels more appreciated, and the salon runs more smoothly. 

Motivation and Team Spirit: A great salon manager 
knows how to create a positive work environment 
where everyone feels motivated. This means 
encouraging teamwork, celebrating successes, and 
supporting staff when they face challenges. A 
motivated, happy team leads to better service for 
clients and more repeat business. 

Managing a team in a salon is like being the conductor 
of an orchestra. Each person plays their part, but it’s 
your job to make sure everyone works in harmony. 
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🦉 Think About It 

Why is it important for a salon manager to focus on both the technical skills and 
personality of staff when hiring? What could happen if a manager hired a very skilled 
stylist who has poor communication skills and is not a team player? How would that 
affect the clients, other workers and the overall salon?  

Leadership and Team Motivation 

Being a leader in a salon is about more 
than just telling people what to do—it’s 
about inspiring and supporting your 
team so they feel confident in their 
work and excited to come to work each 
day. Let’s take a closer look at how a 
salon manager can motivate and lead a 
team effectively: 

●​ Leading by Example: The best 
managers are those who lead by 
example. If you expect your 
staff to show up on time, be 
professional, and treat clients 
with care, you need to do the 
same. Your actions set the 
standard for the entire team. 

●​ Open Communication: Good leaders listen. Your staff should feel comfortable 
coming to you with questions or concerns, knowing that you’ll take their thoughts 
seriously. Open communication creates trust and strengthens the team. 

●​ Encouraging Growth: Great leaders help their teams grow. Whether it’s offering 
training opportunities, helping staff set professional goals, or simply encouraging 
them to improve, a good leader is invested in the growth of their team members. 
This benefits both the salon and the staff. 

●​ Recognizing Hard Work: Everyone likes to feel appreciated. Recognizing a job well 
done, whether it’s through a “thank you” or a staff reward system, can make a huge 
difference in how motivated your team feels. Sometimes, it’s the little things that 
matter most. 

Example: 
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At Glam Studio, the manager regularly praises her team for their hard work and even sets 
up a "Stylist of the Month" award. This simple recognition boosts morale and encourages 
everyone to keep delivering top-notch service.  
 

🦉 Think About It 

Your salon staff is feeling stressed because there are too many clients and not enough 
staff during busy hours. How would you, as a salon manager, solve this problem to keep 
both staff and clients happy? 

A great establishment and professional staff is only one half of a salon. Without the clients, 
the business is incomplete! Now that we've explored the critical role of effective staff 
management and leadership in creating a successful salon, let's shift our focus to 
managing clients and providing exceptional customer service. 

2.4 Client Management and Customer Service 

💡 Before We Start 

What makes you keep going back to a salon? Is it the services, the staff, or the way they 
treat you? How do you think salons make sure clients feel valued and appreciated? 

When you think of a salon, what comes to mind? 
Fancy haircuts? Relaxing facials? Well, it’s not just 
about those services. It’s also about how you treat 
the clients who walk through the door! Client 
management is all about making sure clients feel 
welcome, valued, and satisfied. It is about much 
more than just doing a great job on someone's hair 
or nails—it's about creating a relationship with 
clients.  

Imagine this: A client walks into the salon after a 
long day. They’re looking for a little pampering. If 
the staff greets them with a smile, listens to their 
needs, and makes them feel at home, that client is 
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going to leave happy and probably come back again. That’s the magic of good client 
management! 

Example 1: At Chic Styles Salon, the staff are known for their friendly service. Clients are 
greeted warmly as they walk in, and the stylists always ask, “What look are you going for 
today?” This makes clients feel listened to and cared for. 

Example 2: At Beauty Bliss, one of the regular clients had a complaint about her haircut. 
Instead of arguing, the stylist listened, apologised, and offered to fix it immediately. The 
client left happy and appreciated the effort to make things right 
 

🗣️Discuss 

●​ Why is good customer service important for keeping clients happy and ensuring 
they return? 

●​ Imagine a client leaves the salon unhappy with their service. What steps would 
you take to address their concerns and make sure they return? 

 

Effective Client Interaction 

Let us dive into how to interact with clients effectively. This is where the magic happens! 

●​ Greet Clients with a Smile: When 
clients walk in, make sure they feel 
welcomed right away. A warm smile and 
a friendly “Hello!” can set the tone for 
their whole visit. It’s like rolling out the 
red carpet! 

●​ Listen to What They Want: During the 
consultation, it’s super important to 
really listen to what clients are saying. 
Ask them open-ended questions like, 
“What look are you going for today?” 
This gives them a chance to share their 
thoughts and helps you understand 
their needs better. 

●​ Offer Your Expertise: After listening, 
don’t be afraid to share your 
professional advice! Clients often appreciate guidance on styles or products that 
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would suit them best. It shows that you’re knowledgeable and care about their 
needs. 

●​ Follow Up After Services: Once the service is complete, check in with your clients. 
Ask them how they like their new look. A simple, “How do you feel about your 
haircut?” goes a long way in making them feel valued. 

Handling Feedback and Complaints 

Let’s be honest—sometimes things don’t go as planned. Maybe a client isn’t happy with 
their haircut. And no matter how great your service is, complaints are bound to happen at 
some point. The important thing is how you handle them. Here’s how to handle feedback 
and complaints like a pro: 

●​ Welcome Feedback: Encourage clients to 
share their thoughts about their experience. 
This could be as simple as asking, “Is there 
anything we could do better?” Clients 
appreciate when their opinions matter! 

●​ Address Complaints Gracefully: If a client has 
a complaint, listen carefully without 
interrupting. Acknowledge their feelings with a 
response like, “I understand how you feel.” This 
shows that you care. 

●​ Make it Right: Work to resolve the issue 
promptly. If a client isn’t happy with a haircut, 
see if you can fix it right away. Sometimes a simple adjustment can turn a bad 
experience into a great one! 

●​ Learn from Mistakes: Use any negative feedback to improve. If multiple clients 
mention the same issue, take note! This is a chance to learn and grow. 

●​ Follow Up: After resolving a complaint, check in with the client to see if they’re 
satisfied. This shows that you’re committed to their happiness. 

🗣️Discuss 

Rachna visits a new salon and has a great experience, but when she tries to book her 
next appointment, she finds that the staff didn’t save her preferred time. What could 
the salon do to improve its appointment management and avoid such issues? 

 

🎭Roleplay 
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1.​ In pairs, students will act out different salon scenarios. One student will play the 
role of the client, and the other will be the salon worker. 

●​ Scenario 1: The client is unsure about what hairstyle to get. The salon 
worker will ask questions and provide advice. 

●​ Scenario 2: The client has a complaint about their service. The salon worker 
will need to listen and resolve the issue. 

2.​ After each role play, the class will discuss what went well and how the client was 
handled. 

Ultimately the success of any establishment rests on its ability to attract and sustain 
clients. Let’s learn about how to find new clients and keep them coming for more!  

2.5 Salon Marketing and Client Retention 

💡 Before We Start 

When you visit a salon, what makes you want to go back? Is it the service, the 
atmosphere, or maybe a special promotion? Why do you think salons need to market 
themselves and create strategies to keep clients coming back? 

Marketing a salon isn’t just about fancy ads or discounts—it’s about making sure people 
know who you are, what you do, and why they should choose your salon over the rest. 
Think about it: with so many salons around, how do clients decide where to go? The answer 
often lies in how well a salon presents itself to potential clients and how it maintains 
relationships with the clients who walk through their doors. 

Salon marketing involves promoting the services you offer, attracting new clients, and 
giving them a reason to try your salon. It’s about building a strong identity—your salon’s 
“personality”—whether that’s through social media, word of mouth, or even through events 
like open days or product demonstrations. 

But once you’ve got clients in the door, the next challenge is client retention. This means 
turning first-time clients into regulars. It’s not enough to give someone a great haircut or 
manicure one time—if you want them to come back, you need to create an experience 
they’ll remember. Maybe it’s the friendly atmosphere, the personal attention, or the special 
deals for loyal customers. Whatever it is, retaining clients is key to long-term success. 

Example 1: Social Media at "Glam Squad"​
At Glam Squad, the team knows that most of their clients hang out on Instagram. They post 
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photos and videos of their work—amazing hair transformations, nail art, and even 
behind-the-scenes clips of the stylists at work. Clients often tag the salon in their posts, 
which helps spread the word even more. One client came in after seeing a hairstyle on their 
Instagram page and said, “I want this exact look!” 

 

 

Example 2: Loyalty Program at "Style Studio"​
At Style Studio, they have a simple loyalty program: after 5 visits, clients get a 20% 
discount on their next service. It’s an easy way to keep clients coming back. One client said, 
“I love knowing that my loyalty is rewarded. It makes me feel like I’m valued here, and I look 
forward to each appointment.” 
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🗣️ Discuss 

At Spa Perfect, the manager always tries to remember the client’s preferences (like how 
they like their coffee or their favourite masseur). They also ensure that all clients receive 
regular updates about their appointments and any special offers.  

What impact do you think these actions are likely to have on their clients?  

 

🗣️ Discuss 

Kanak runs a small beauty salon, but lately, she has been struggling to attract new 
clients. Her regulars still visit, but she’s not seeing much growth. What marketing 
strategies could Kanak use to boost her client base and improve retention? 

Now that you’ve explored how salons attract and retain clients, consider this: Managing a 
salon’s finances is just as important as managing its clients. What do you think salons need 
to do to stay profitable? 

2.6 Basic Financial Management for Salons 

💡 Before We Start 

Have you ever thought about what it costs to run a salon? From paying staff to buying 
products, managing finances is crucial to keeping a salon open and profitable. How do 
you think salons manage their money to stay successful? 

Running a salon isn’t just about giving 
great haircuts or facials—it’s also about 
making sure the business stays 
profitable. Financial management in a 
salon means knowing how much 
money is coming in, how much is going 
out, and how to manage that money 
wisely. Without a good understanding 
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of finances, even the best-run salon can struggle. 

There are a few key elements that every salon owner or manager needs to know for 
Financial Management of a Salon: 

1.​ Budgeting  

This is all about planning how to spend your money wisely. Budgeting means 
planning out how much money you need to spend on things like rent, staff salaries, 
products and even marketing. It helps you make sure you’re not spending too much 
and that there’s money left over to keep the salon going. 

Think of it like making a plan for your pocket money—how much you’ll spend on snacks, and 
how much you’ll save for later! 

2.​ Pricing Services 

The prices for haircuts, manicures, and other services need to be just right. Pricing 
salon services (like haircuts, manicures, or facials) isn’t just about picking a number 
that sounds good. You need to consider how much it costs to provide the service 
(products, tools, and time) and how much clients are willing to pay. They should 
cover the costs of products and staff salaries, but still be affordable for clients. 

3.​ Controlling Costs​
It’s important to keep an eye on how much the salon spends. If the salon uses too 
much product or doesn’t manage its supplies, it can lose money. Keeping costs 
under control helps the salon save more. 

4.​ Tracking Income and Expenses​
Salons need to know how much money they’re making (income) and how much 
they’re spending (expenses). This helps them see if they’re earning enough to cover 
their costs and still make a profit. 

5.​ Making a Profit​
Profit is the money that is left after all expenses are paid. A salon has to make a 
profit to grow, buy new equipment, or hire more staff. Without profit, it can’t stay 
open for long. 

If a salon makes ₹50,000 in a month and only spends ₹30,000, it has ₹20,000 left over as 
profit! 

Example 1: Budgeting at "Style Pro" Salon​
At Style Pro, the salon owner creates a monthly budget to track income and expenses. She 
plans how much will be spent on products, like shampoos and hair dyes, and sets aside 
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money for marketing to attract new clients. By sticking to her budget, she ensures that the 
salon is always able to cover its expenses and still make a profit. 

Example 2: Pricing Services at "Glow Beauty"​
At Glow Beauty, they decided to review their prices for hair colouring services. They 
calculated the cost of the products, and the time it takes to complete the service, and 
checked what other salons in the area are charging. They then set a price that covers their 
costs and provides a reasonable profit while still being competitive. 

🦉 Think About It 

●​ Why is it important for salons to set a budget? 
●​ What could happen if a salon doesn’t manage its budget well? 
●​ How does pricing services correctly help a salon stay profitable? 

 
🎯Activity: Create A Simple Budget for A Salon 

Get into groups of 4. Imagine you are opening a small salon. Your group is responsible for 
creating a basic monthly budget. 

●​ Think about the costs you’ll have, such as rent, buying products, paying staff, and 
marketing your services. 

●​ Then, decide how much you need to charge for services (haircuts, manicures, etc.) 
to cover those costs and still make a profit. 

Each group will present their budget to the class and explain how they decided to price 
their services and manage their expenses. 

 

Example: 

At Chic Cutz, the manager noticed that they were spending too much on products that 
weren’t selling. After reviewing their expenses, they decided to stop stocking the less 
popular items and focus on the products that their clients loved. This helped them save 
money while increasing product sales at the same time. 

Now that you’ve explored how salons manage their finances, think about this: How 
important do you think health and safety are in a salon? What measures should be in place 
to protect both the clients and the staff? 
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2.7 Health and Safety 

💡 Before We Start 

Imagine that you walk into a nail salon excited to get a manicure. You settle into a 
comfortable chair and are ready to relax and enjoy the pampering!  

But wait—how do you know that the tools being used are clean? How can you be sure the 
products are safe for your skin? This is where health and safety practices come into play. 

Health and safety are incredibly important in a salon. They refer to the creation of an 
environment where clients feel comfortable and protected. It’s about ensuring that 
everything—from the cleanliness of the tools to the handling of chemicals—is managed 
properly. Clients want to trust that they are in a safe space, where their well-being is the 
top priority. 

Imagine a client who walks into a spa  and notices that the 
towels aren’t clean. Would they feel relaxed and confident 
in the service they’re about to receive? Probably not! On 
the other hand, if they see fresh looking towels, a clean 
table, staff sanitising their hands, and following safety 
protocols, they’ll feel much more at ease. 

So, what does health and safety look like in a salon? It’s all 
about following certain rules and guidelines to keep 
everyone safe and healthy. Here are some key areas to 
consider: 

1.​ Handling Equipment Safely 

In a salon, you may find different kinds of equipment—electrical tools like hairdryers and 
straighteners, as well as non-electrical tools like scissors, razors, and combs. Each of these 
tools needs to be handled with care to avoid accidents. 

Here are some important points for handling all types of salon equipment safely: 

●​ Regular Maintenance: Whether it's clippers or curling irons, all equipment should be 
regularly checked for signs of wear and tear. Scissors need sharpening, clippers 
need oiling, and electrical tools need to be checked for damaged cords. If a tool is 
broken, it should be repaired or replaced immediately to avoid injury. 
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●​ Proper Storage: Tools should be stored safely when 
not in use. Scissors and razors should never be left 
out on workstations where they could fall or hurt 
someone. Electrical tools should be unplugged and 
stored properly when not in use to prevent 
accidents. 

●​ Clean After Each Use: Both electrical and 
non-electrical tools should be cleaned after every 
use to prevent the spread of infections. For example, 
scissors should be sanitised, and clippers should 
have any hair brushed away before the next client. 

●​ Turn Off Electrical Equipment: Tools like hairdryers 
and straighteners should always be turned off and unplugged when not in use. This 
not only saves energy but also prevents overheating or accidental burns. 

 

Example: Proper Equipment Use at "Glamour Locks" 

At Glamour Locks, staff are trained to use all equipment properly. For example, they learn 
how to handle hot tools like curling irons safely to prevent burns. During a training 
session, they might practise on mannequins, so they know exactly what to do before 
working on clients. This hands-on training helps avoid accidents and keeps everyone 
safe! 

 

2.​ Chemical Safety  

Salons often use strong chemicals in treatments like hair 
dyeing, perms, and relaxers. These chemicals can be 
harmful if not handled properly. Here’s how to ensure 
chemical safety in the salon: 

●​ Wear Protective Gear: Staff should always wear 
gloves and sometimes masks when handling 
chemicals. This helps protect their skin and lungs 
from potential irritation. 

●​ Proper Ventilation: Salons should be well-ventilated to ensure that fumes from 
chemicals don’t build up in the air. Fumes from products like bleach or keratin 
treatments can be harmful if inhaled in large amounts. 
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●​ Labelling and Storage: All chemicals should be clearly labelled and stored safely. 
They should never be left out where they could be knocked over or mixed 
accidentally. 

 

3.​ Maintaining Clear and Safe Floors 

Salons are busy places, and with so many people moving around, it’s important to keep the 
floor clear and safe. Slips, trips, and falls are some of the most common injuries in salons, 
but they’re also some of the easiest to prevent. 

●​ Sweep Regularly: Hair and product spills on 
the floor can cause clients or staff to slip. 
Salons should have a routine to sweep up hair 
regularly and clean up any spills immediately. 

●​ Organise Cables and Equipment: Loose 
cables from hair dryers or other equipment 
should be kept out of the way to prevent 
tripping hazards. Using cable ties or keeping 
tools close to their stations helps avoid 
accidents. 

●​ Non-Slip Mats: In areas where water is 
frequently used, like around wash stations, 
non-slip mats can prevent falls. 

 

4.​ Hygiene Practices 

Maintaining excellent hygiene is one of the most critical aspects of running a successful 
and safe salon. Clients are trusting the salon with their appearance and, in many cases, 
their health. Poor hygiene can lead to infections, skin irritations, or worse, so following 
hygiene standards is key to ensuring a safe and enjoyable experience. 

Here’s how salons should maintain hygiene practices: 

●​ Sanitising Tools: Every tool that touches a client—whether it’s scissors, combs, 
razors, or nail files—must be properly cleaned and disinfected before being used on 
the next client. After each use, tools should be washed in warm, soapy water, 
disinfected with an appropriate solution, and then stored in a clean, covered 
container. 

●​ Sterilizing High-Risk Tools: Some tools, especially those that may come into 
contact with skin or nails, need to be sterilised to avoid spreading bacteria, fungi, or 
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viruses. Sterilisation can be done using methods like UV light or autoclaves, which 
kill bacteria and prevent infections. 

●​ Single-Use Items: Some items, like cotton pads, nail files, or waxing strips, masks, 
gloves, shower caps and other disposable items should never be reused. These are 
considered single-use items and should be disposed of immediately after being 
used on one client. Reusing these items can lead to contamination and infection. 

●​ Hand Hygiene: Salon staff should wash their hands or use hand sanitiser before and 
after every client. Gloves should be worn when handling chemicals or performing 
services that involve close contact with the skin. 

●​ Clean Workstations: All surfaces, including chairs, counters, and sinks, should be 
wiped down and disinfected regularly throughout the day. Hair should be swept up 
immediately after a haircut, and the floor should be mopped regularly to remove any 
product residue. 

●​ Towels and Linens: Any towels, robes, or linens that come into contact with clients 
must be washed and sanitised after each use. These items should be stored in clean, 
dry areas to avoid contamination. 

Example: Hygiene Practices at "Fresh Cuts" 

At Fresh Cuts, the stylists follow a strict hygiene routine. After each client, they wipe 
down the chair, clean their tools, and sanitise everything used during the service. 
Imagine being that client who sits in a clean chair with sanitised scissors—feels good, 
right? This practice keeps clients healthy and reassures them that they’re in good hands. 

 

5.​ Emergency Procedures 

Being prepared for emergencies is crucial in a salon. 
Whether it's a small cut or a more serious incident, 
having a plan in place means staff can act quickly 
and effectively to keep everyone safe. Here are some 
key steps in emergency preparedness: 

●​ Fire Safety: Every salon should have fire 
safety equipment, such as fire extinguishers, 
smoke alarms, and clear exit routes. Staff 
should be trained on how to use fire extinguishers and understand the fire 
evacuation plan. Fire drills should be conducted regularly to ensure everyone knows 
what to do in case of an emergency. 
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●​ Evacuation Plans: All staff members should be familiar with the salon’s evacuation 
plan. In the event of a fire or another emergency, knowing where the nearest exit is 
and how to safely guide clients out of the salon is crucial. Emergency exit signs 
should be visible, and exit routes should always be clear of clutter. 

●​ Handling Chemical Spills: In case of a chemical spill, the affected area should be 
cleaned immediately, and any exposed staff or clients should be moved away from 
the area. If a chemical causes skin irritation or a burn, the affected area should be 
rinsed with water and first aid applied. In severe cases, medical assistance should be 
sought. 

●​ Medical Emergencies: If a client or staff member experiences a medical emergency, 
such as fainting or an allergic reaction, staff should know how to respond 

By prioritising health and safety, salons not only protect their clients and staff but also 
build trust. Clients want to feel secure in the environment where they are getting 
pampered, and staff want to know they’re working in a safe place. 

Example: Handling Chemicals at "Beauty Heaven" 

At Beauty Heaven, staff are educated about the hair dyes and treatments they use. They 
wear gloves and masks to protect themselves and ensure the area is well-ventilated to 
avoid inhaling any fumes. One day, a stylist had a client who mentioned she had sensitive 
skin, so the stylist carefully checked the ingredients in the dye to ensure it wouldn’t 
cause an allergic reaction. This kind of attention shows clients that their safety is a 
priority. 

 

🗣️ Discuss 

●​ Why is it essential for a salon to prioritise health and safety? 
●​ What could happen if a salon ignores health and safety regulations? 
●​ How does proper handling of chemicals protect both the staff and the clients? 

 

Managing Hazards in a Salon 
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Before we dive into how to manage hazards in a salon, let’s first understand what a hazard 
is. A hazard is anything that has the potential to cause harm—whether to clients, staff, or 
the salon’s property. Hazards can be physical (like slippery floors), chemical (such as harsh 
products used in treatments), or even environmental (like poor ventilation or faulty 
equipment). 

In a salon, hazards are especially important to manage because the services provided 
involve tools, chemicals, and close contact with clients. Managing hazards means taking 
proactive steps to identify potential risks and dealing with them before they lead to 
accidents or injuries. For salons, this is not only about following regulations but also about 
creating a safe and welcoming environment where clients feel secure, and staff can work 
without fear of harm. 

Types of Hazards in a Salon 

Hazards in a salon can come from a variety of sources. Here are the main categories of 
hazards that salons must be aware of: 

1.​ Physical Hazards: 
○​ These include slips, trips, falls, and ergonomic issues that may arise from 

standing for long periods or using tools incorrectly. 
○​ Examples: Wet floors near shampoo stations, tangled electrical cords, or 

cluttered workspaces can all pose risks to staff and clients. 
2.​ Chemical Hazards: 

○​ Chemical hazards involve exposure to harmful substances such as hair dyes, 
bleaches, nail polish removers, and other salon products. 

○​ Examples: Improper storage of chemicals, using products without proper 
ventilation, or accidental spills can cause respiratory issues, skin irritation, or 
allergic reactions. 

3.​ Biological Hazards: 
○​ These hazards are related to poor hygiene practices, such as the spread of 

infections or bacteria from dirty tools or unsanitized workstations. 
○​ Examples: Reusing towels or tools without sterilisation, not cleaning 

equipment between clients or improper waste disposal can lead to the 
spread of infections like fungal infections or skin conditions. 

4.​ Environmental Hazards: 
○​ These include factors like poor lighting, inadequate ventilation, or unsafe 

working conditions in the salon. 
○​ Examples: A poorly ventilated salon where chemical fumes accumulate can 

cause breathing difficulties for both staff and clients, while inadequate 
lighting can lead to accidents or mistakes during treatments. 
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🎯 Match the Following 
      Match the situation to the most suitable place.  

 

Type of Customer  Place 

Physical Hazards  Poor lighting, lack of ventilation, or unsafe 
working conditions. 

Chemical Hazards  Reusing tools without sterilisation or not 
cleaning equipment between clients. 

Biological Hazards  Wet floors, tangled electrical cords, or 
cluttered workspaces. 

Environmental Hazards  Improper storage of chemicals, poor 
ventilation, or accidental spills. 

 

Why Managing Hazards is Important in a Salon 

Managing hazards in a salon is essential for several reasons: 

●​ Client Safety: A salon is a place where people come to relax and feel good about 
themselves. The last thing they expect is to be put at risk. Ensuring that all hazards 
are managed means clients can enjoy their services in a safe and welcoming 
environment. 

●​ Staff Well-Being: Salon workers spend long hours on their feet and handle sharp 
tools and harsh chemicals. Without proper safety measures in place, they are at risk 
of injuries, burns, or long-term health problems caused by repetitive strain or 
chemical exposure. 

●​ Compliance with Health and Safety Regulations: Salons must adhere to 
government and industry standards for health and safety. Failing to manage 
hazards can lead to fines, lawsuits, or even the closure of the business. 

●​ Business Reputation: A salon that prioritises safety is one that clients and staff 
can trust. On the other hand, a salon that experiences frequent accidents, injuries, 
or health violations may lose customers and develop a bad reputation. 

 

🗣️ Salon Safety Scenarios 
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Each group will be assigned a different salon scenario. Your task is to read the scenario 
carefully, then work together to answer the questions below. This activity is all about 
thinking critically and reflecting on how to handle real-life situations in a salon. Be ready 
to discuss your solutions with the class! 

(Work together to identify the problems and solutions for your scenario. Think about what 
the most immediate dangers are and the steps you can take to ensure safety. Once 
you’ve answered the questions, be ready to share your ideas with the rest of the class. 
Let’s see how we can make the salon a safer place!) 

Scenario 1: Slippery Floor Hazard 

A customer accidentally spills water on the salon floor near the waiting area. Another 
customer might not notice the spill and could slip and fall. It’s a busy time, and people are 
moving around the salon. 

Questions to Consider: 

1.​ What is the problem?​
(Think about the situation and what could happen if it’s not handled quickly.) 

2.​ What are the immediate dangers?​
(Who is at risk? How serious could this be?) 

3.​ What steps can you take to solve the problem?​
(Consider both quick fixes and long-term prevention.) 

4.​ Who can help if things get worse?​
(If the situation escalates, who would you call for help—inside or outside the 
salon?) 

 

Scenario 2: Chemical Reaction Emergency 

A hairstylist is applying a chemical treatment to a client’s hair when the client suddenly 
feels a burning sensation on their scalp. The client looks worried and uncomfortable. 

Questions to Consider: 

1.​ What is the problem?​
(Think about the client’s symptoms and the possible cause.) 

2.​ What are the immediate dangers?​
(What could happen if the situation isn’t addressed right away?) 
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3.​ What steps can you take to solve the problem?​
(What would be your first action to help the client, and how would you prevent 
further harm?) 

4.​ Who can help if things get worse?​
(If the situation becomes more serious, who would you contact?) 

 

Scenario 3: Electrical Equipment Malfunction 

A hair dryer suddenly stops working while being used and starts to emit smoke. There are 
other customers and staff members nearby, and the situation could escalate quickly. 

Questions to Consider: 

1.​ What is the problem?​
(Identify the malfunction and the potential risks.) 

2.​ What are the immediate dangers?​
(Think about how this could affect the people in the salon and what could happen 
if not handled quickly.) 

3.​ What steps can you take to solve the problem?​
(How would you deal with the faulty equipment? What steps would you take to 
prevent harm to others?) 

4.​ Who can help if things get worse?​
(Who should you alert, and what additional safety measures would you take if the 
situation escalates?) 

 

Scenario 4: Chemical Spill Hazard 

Someone accidentally knocks over a bottle of nail polish remover on the salon counter, 
and it spills onto the floor. The liquid has a strong smell and could be harmful if not 
cleaned up properly. 

Questions to Consider: 

1.​ What is the problem?​
(Identify the risks involved with a chemical spill in a salon environment.) 

2.​ What are the immediate dangers?​
(Consider how the fumes or exposure could affect people nearby.) 

3.​ What steps can you take to solve the problem?​
(How would you clean up the spill safely, and what precautions should you take to 
protect everyone in the salon?) 
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4.​ Who can help if things get worse?​
(If the spill gets out of control or someone gets exposed, who would you call for 
help?) 

🦉 Reflect Now 

●​ Why is it important for salons to clean and disinfect tools after each use? 
●​ Imagine a client slips on a wet floor in a salon. What steps could the salon take to 

prevent this from happening again? 
●​ Why is it necessary for staff to use protective equipment when handling 

chemicals?  

 

2.8 Waste Management and Environmental 
Responsibility 
 

💡 Before We Start 

Have you ever thought about how much waste a salon produces? Think of all the hair 
clippings, used products, and packaging. How do you think salons can manage their 
waste in a way that’s good for the environment? 

Running a salon creates a lot of waste, from 
leftover hair to empty product bottles. But have 
you ever thought about where all that waste goes? 
Waste management isn’t just about throwing 
things away—it’s about disposing of everything in a 
safe, responsible way that doesn’t harm the 
environment. And in today’s world, being 
environmentally responsible is more important 
than ever. 

Salons use a variety of products—hair dyes, 
chemicals for nails, shampoo bottles, and 
more—that can be harmful if they aren’t handled 
properly. For example, what happens to the 
leftover hair dye after a treatment? Or the plastic 
shampoo bottles that get tossed out at the end of the day? If we aren’t careful, these 
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things can end up in landfills or even pollute the water supply. That’s why it’s so important 
for salons to follow proper waste management and adopt eco-friendly practices. 

Environmental responsibility isn’t just a trend—it’s the future. Clients today are increasingly 
aware of the impact that businesses have on the environment, and many choose to 
support salons that prioritise sustainability. Plus, going green can actually save salons 
money in the long run by reducing waste and reusing materials. 

Let’s explore how salons can manage waste properly and adopt environmentally friendly 
practices that not only protect the planet but also attract clients who care about 
sustainability. 

Example: Recycling Program at "EcoStyle Salon" 

At EcoStyle Salon, they’ve set up a simple yet 
effective recycling program. All plastic,  

paper, and metal waste is separated into clearly 
labelled bins, and every staff member knows what 
can and cannot be recycled. Instead of tossing out 
hair clippings, they donate them to local farms, 
where the hair is used in composting. This small 
effort makes a big impact on reducing the salon’s 
overall waste. 

 

Example: Reducing Waste at "Green Glow Spa" 

Green Glow Spa took steps to reduce waste by 
switching to refillable shampoo and conditioner bottles. 
Instead of throwing away plastic bottles after every use, 
clients are encouraged to bring their own bottles to 
refill. They also switched to biodegradable towels, which 
break down naturally, reducing the amount of waste 
they produce each week. 
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🗣️ Discuss 

Why do you think it’s important for salons to adopt environmentally friendly practices? 

 

Types of Waste in a Salon 

Salons create various types of waste, and it’s important to understand how each type 
should be handled to ensure proper disposal: 

Hair Clippings:​
You might think hair clippings are harmless, 
but they can actually be used in an 
eco-friendly way. Instead of sending hair to 
a landfill, salons can donate it to 
organisations that use it for composting or 
cleaning up oil spills. Hair clippings can also 
be used to create wigs or extensions.​  

 

Chemical Waste (Hair Dyes, Nail Polish 
Remover, etc.):​
Chemical waste can be dangerous if it’s not 
disposed of properly. Salons should never 
pour chemicals down the drain, as they can 
contaminate water sources. Instead, 
leftover chemicals should be disposed of as 
hazardous waste, in accordance with local 
regulations. 
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Plastic Packaging:​
Shampoo bottles, product containers, and 
plastic wrap make up a large portion of 
salon waste. The best way to reduce this 
waste is to switch to refillable options or 
use products with minimal packaging. 
When plastic waste is unavoidable, it 
should always be recycled. 

 

Towels and Linens:​
Instead of single-use towels or wipes, 
many salons are now switching to 
biodegradable or reusable options. 
Reusable towels can be washed after each 
use, reducing the amount of waste the 
salon produces. 

 

 

🎯Activity: Design A Green Salon Plan 

In groups, imagine you are designing a salon that prioritises eco-friendly practices. Your 
task is to come up with a waste management plan that includes: 

●​ How you will reduce waste in the salon (e.g., using refillable products, reducing 
paper waste). 

●​ How you will recycle or dispose of different types of waste (like hair clippings, 
chemical bottles, and plastic packaging). 

●​ What eco-friendly products or equipment you would use to reduce your 
environmental impact. 
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After creating your plan, present it to the class. Share how your salon will make a positive 
difference in reducing waste and protecting the environment. 

 

2.9 Salon Visit 2 
 

💡 Before We Start 

Before you go on this visit, think about what you saw in your first salon visit. What did you 
notice? Was there anything you wanted to learn more about? On this visit, you’ll look 
closer at how the staff work with clients and each other. You’ll even get a chance to talk 
to the staff!  

What You’ll Do on This Visit: 

This visit will help you see more of how the salon runs every day. Last time, you looked at 
different roles in the salon, but this time, you'll focus on how the staff talk to each other 
and how they take care of the clients. 

You’ll also get to ask the staff some questions to learn more about their work. 

Getting Ready for the Visit: 

Before we go to the salon, we’ll split into small groups. Each group will focus on a different 
part of the salon. Your job is to watch how things work in that area and take notes. 

Here are the focus areas for each group: 

1.​ Client Interaction and Reception (How clients are greeted and handled when they 
come in) 

2.​ Styling Stations and Client Services (What happens during haircuts, nail services, 
etc.) 

3.​ Teamwork and Communication (How the staff work together) 
4.​ Salon Hygiene and Equipment (How they keep the salon clean and take care of 

tools) 

During the visit, write down what you notice in your area. Afterward, we’ll share what we 
learned as a class. 
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Observation Chart: 

Use this chart to write down what you see while observing your assigned area. 

a.​ Client Interaction and Reception 

What to Watch Notes 

How are clients greeted when they walk in?  

How does the receptionist handle appointments 
and payments? 

 

How do they keep clients happy while waiting?  

Do the staff answer client questions quickly?  

 

b.​ Styling Stations and Client Services 

What to Watch Notes 

How do stylists talk to clients before starting a 
service? 

 

Are clients happy with their service?  

How do stylists check if the client is happy 
during the service? 

 

What happens after the service is done (cleanup, 
final checks)? 

 

 

c.​ Teamwork and Communication 

What to Watch Notes 

How do the staff talk to each other when it’s 
busy? 

 

Do they help each other? Give an example.  

What happens if there’s a problem with a client’s 
appointment? 
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How does the manager or head stylist guide the 
team? 

 

 

d.​ Salon Hygiene and Equipment Maintenance 

What to Watch Notes 

How often do they clean tools between clients?  

Do they sanitize towels, combs, and other items 
regularly? 

 

Is the salon kept tidy during the day?  

How do they clean up hair, spills, and other 
messes during services? 

 

 

🗣️ Talking to the Salon Staff: 

After you’ve observed your area, your group will have a chance to ask a few questions to 
the staff about their job. You can use the questions below, or come up with your own based 
on what you saw. 

●​ Reception and Client Interaction: 
○​ How do you handle appointments when it’s really busy? 
○​ What’s the best way to deal with clients who are late or have special 

requests? 
●​ Stylists and Client Services: 

○​ How do you make sure the client is happy with their service? 
○​ What’s the hardest part about styling different types of hair? 

●​ Teamwork and Communication: 
○​ How do you keep in touch with your team when things get busy? 
○​ What’s the best way to keep everyone organised and working together? 

●​ Hygiene and Equipment: 
○​ How do you make sure tools are cleaned after each client? 
○​ What’s the process for taking care of equipment like hairdryers and curlers? 
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🧠 Think About This 

Imagine that you are working as part of the salon staff for one day. As a group, choose 
one of the following roles (hairstylist, receptionist, manager, nail technician), and create a 
plan for how you’d manage a busy day in the salon. 

Think About: 

●​ How would you manage if lots of clients arrived at once? 
●​ What would you do if a client wasn’t happy with their service? 
●​ How would you talk to the rest of the team to make sure everything runs 

smoothly? 

After creating your plan, your group will share it with the class. Talk about how what you 
saw during the salon visit inspired your choices. 

Post the visit, have a discussion on the following:  

●​ How do the staff talk to clients? 
○​ Did you notice any special ways they made the clients feel welcome or 

happy? 
●​ How do the staff handle busy times or stressful situations? 

○​ Did you see any examples of how they worked together to keep things 
running smoothly? 

●​ How does the salon stay clean and tidy throughout the day? 
○​ What did you notice about their cleaning and maintenance routine?  
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📖 New Words 

Word Meaning 

Budgeting The process of creating a financial plan to manage income and 
expenses effectively. 

Client Retention The practice of keeping clients coming back to the salon through 
excellent service, loyalty programs, and effective client relationship 
management. 

Customer Service The assistance and support provided to clients to ensure their 
satisfaction and encourage repeat business. 

Environmental 
Responsibility 

The practice of adopting eco-friendly measures in salon operations to 
reduce waste, conserve resources, and minimise the salon's carbon 
footprint. 

Hazard Anything that has the potential to cause harm, such as slippery floors, 
sharp tools, or harsh chemicals. 

Health and Safety The implementation of measures and protocols to protect the 
well-being of clients and staff, ensuring a safe working environment. 

Hygiene The practice of maintaining cleanliness and sanitation to prevent the 
spread of germs and ensure a healthy environment for clients and 
staff. 

Profitable Generating enough revenue to cover expenses and make a surplus. 

Salon Marketing The promotion of salon services and brand to attract new clients and 
increase awareness of the salon's offerings. 

Sanitation The use of methods to eliminate or reduce harmful microorganisms to 
a safe level. 

Sterilisation The complete destruction of all microorganisms, including bacteria, 
viruses, and spores. 
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2.10 Assessment 

1. Fill in the blank:  

a)​ The act of keeping clients coming back to the salon through excellent service and 
relationship management is known as __________. 

b)​ Anything that has the potential to cause harm in a salon, such as slippery floors or 
sharp tools, is referred to as a __________. 

c)​ The process of evaluating an employee's performance to identify strengths and 
weaknesses is called a __________. 

2. Choose the most appropriate answer:  

A.​ Which of the following is NOT a daily salon operation? 
a.​ Opening the salon and checking utilities. 
b.​ Cleaning and sanitising the salon. 
c.​ Marketing the salon on social media. 
d.​ Implementing health and safety measures. 

B.​ What is the primary goal of client management? 
a.​ Ensuring client satisfaction and loyalty. 
b.​ Increasing the number of services offered. 
c.​ Maximising profits at all costs. 
d.​ Hiring more staff members. 

3. What are three key daily tasks involved in opening a salon? 

4. List two ways a salon can demonstrate environmental responsibility. 

5. Analyse the importance of health and safety in a salon. What are the potential 
consequences of neglecting health and safety regulations, and how can a salon create a 
safe environment for both clients and staff? 

6. Describe the key elements of financial management in a salon. Why is it crucial for a salon 
to be profitable, and how can financial management practices help achieve this goal? 

7. Discuss the role of salon marketing and client retention in ensuring the long-term 
success of a salon. Provide examples of effective marketing strategies and client retention 
techniques. 
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SALON MANAGEMENT 

UNIT 3  
Develop and Maintain 
Your Effectiveness at the 
Salon 
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LEARNING OUTCOMES 

By the end of this unit, you will be able to -  

1.​ Understand the interactions in a salon workplace and the importance of 
professionalism. 

2.​ Develop skills to maintain a professional image and demonstrate appropriate 
workplace behaviour. 

3.​ Understand guidelines for professional attire and maintaining essential hygiene 
standards. 

4.​ Learn to manage conflicts and maintain a positive work environment. 

 

OVERVIEW 

Building a successful career in beauty and wellness involves more than just technical 
skills; it requires self-awareness, professionalism, and strong client relations. In this 
lesson, we will explore how to align personal interests and strengths with career goals, 
maintain a polished workplace appearance, and develop effective communication skills 
for client interactions. 

You will learn to understand client needs, suggest personalised service options, and 
establish routines for post-treatment care. These foundational skills are essential for 
creating a professional image and delivering exceptional service.  

 

 

73 



3.1 Workplace Dynamics & Professionalism in the 
Salon 

💡 Before We Start 

Why is it important to have a good work culture at a salon? How will an unprofessional 
workplace affect the workers, the clients and the overall business?  

Workplace dynamics are all about how people interact and work together in a salon. This 
includes speaking with clients, helping co-workers, and ensuring that everyone feels 
supported. When everyone understands their role and works as a team, things run 
smoothly, and everyone enjoys their job more! 

Professionalism is the way you act at work. Being professional means showing up on time, 
working hard, and being respectful to everyone. It also means having a good attitude, 
dressing properly, and speaking kindly. Even when no one is looking, professionals still 
follow rules and make good choices. So, professionalism isn't just about what you wear—it's 
about your behaviour, attitude, and how you treat others. 

Key Elements of Professionalism in the Salon 

1.​ Appearance​
Keeping a neat and professional look is 
important. Follow your salon's dress code and 
make sure you practise good hygiene. When 
you look your best, clients will feel confident 
that they are in good hands! 

2.​ Communication​
Speak clearly and listen carefully. Good 
communication helps avoid 
misunderstandings and makes the salon run 
smoothly. Whether you’re talking with clients 
or teammates, being a good listener and 
speaker helps everyone work together. 

💁 Quick Tip 

Try repeating back what someone says to make sure you understand them. For example: 
Client: "I’d like a bob cut, but not too short—just around my jawline, and I want it to have 
some layers." 
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Stylist: "Got it! You’re looking for a bob cut, so your hair reaches your jawline with some 
layers. Does that sound right?" 

3.​ Attitude​
A positive attitude helps create a happy workplace. Be cheerful, friendly, and ready 
to face challenges. It’s easier to solve problems and have fun at work when everyone 
brings a good attitude! 

4.​ Ethics and Etiquette​
Always be honest and fair in your work. Treat everyone with respect and be polite. 
Good manners and respect make a salon a welcoming place. 

5.​ Respect​
Listen to others, value their opinions, and always show respect. This makes 
everyone feel appreciated and creates a team that works together well. 

🦉 Think About It 

        What are some ways in which you can show respect to your coworkers in a salon? 

6.​ Punctuality​
Show up on time! It shows you care about your job and respect others’ time. 
Punctuality keeps the salon schedule running smoothly, making clients happy. 

7.​ Absenteeism​
Being present and ready to work is important. If you need time off, always tell your 
manager ahead of time. This helps the team plan and keeps things running 
smoothly. 

✏️ Check Your Understanding 

What is professionalism in the salon? Select all that apply. 

a) Dressing neatly and following the salon's dress code​
b) Arriving late to work frequently​
c) Communicating clearly with clients and colleagues​
d) Showing a positive attitude and being respectful to everyone​
e) Ignoring salon rules when convenient​
f) Maintaining good hygiene and a polished appearance​
g) Being polite and having good manners​
h) Not informing your manager about absences 
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Let’s look at an incident at the hair salon Curly Tops. A client seems uncomfortable after his 
haircut and wishes to leave. Read the following conversation between the client (left) and 
the owner (right): 

 

 

A salon’s success hinges on the client's experience. People can do simple services like a 
blow-dry, nail painting, or head massage at home. So, why come to the salon? It’s about the 
expertise and the welcoming atmosphere created by well-groomed staff. Both must be 
maintained to keep clients happy and returning. 
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Grooming Essentials for Salon Staff 

1.​ Body Odour​
It’s crucial to shower daily—being fresh-smelling and cool helps create a positive 
experience for clients. Always wear deodorant and keep one handy. No one wants to 
encounter unpleasant odours during a relaxing treatment. 

2.​ Uniforms​
Fresh, clean, and neatly ironed uniforms are a must. Since black uniforms may not 
look dirty but can still carry odours from work, it’s recommended to keep two sets 
and change daily. 

3.​ Shoes​
Wear comfortable closed-toe shoes, especially if you stand all day. Avoid noisy 
footwear to maintain the salon’s calm atmosphere. If you wear heels, they must be 
quiet and comfortable enough for long hours. 

4.​ Oral Hygiene​
Bad breath is a big no-no! Brush after breakfast, avoid strong-smelling foods like 
onions, and freshen your breath with mints after meals. 

💁 Quick Tip 

Keep some mint or cardamom to chew on for a fresh breath. However, avoid doing so 
during service or in front of a client.  

5.​ Hair Care​
Loose or frizzy hair can be distracting. Beauty technicians should tie their hair 
neatly, while hairdressers should keep their style trendy and maintained. 

6.​ Nail Care​
Nail artists should sport trendy nail designs, while facialists must keep their nails 
short and clean to avoid harming clients. 

7.​ Face Makeup​
Wearing light, flattering makeup highlights your best features. The style should 
match your workplace—soft colours for a skin centre and bold, trendy looks for a 
makeup studio. 

A salon thrives on positive interactions. When staff are respectful and well-groomed, the 
work environment becomes more productive and enjoyable for everyone. Negative 
experiences can lead to lost clients and tension. So, let’s work together to create a space 
where everyone feels respected and cared for! 

 

General Code of Conduct for Salon Professionals 
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A general code of conduct is like a set of golden rules for everyone working in a salon. 
These guidelines help create a respectful, consistent, and professional environment where 
both clients and staff feel comfortable and cared for. Here are some key rules and tips to 
remember: 

Key Point Description 

Smart and Professional 
Image 

Maintain a neat and well-dressed appearance to reflect 
high standards and quality expectations. 

High Standards of 
Personal Hygiene 

Ensure daily cleanliness and freshness to create a positive 
impression on clients. 

No Eating, Drinking, 
Chewing, or Smoking 

Never engage in eating, drinking, chewing gum, or smoking 
in front of clients to maintain professionalism. 

Follow Health and Safety 
Guidelines 

Always adhere to health and safety rules to protect 
yourself and others in the salon. 

Clear Communication Communicate effectively with clients and colleagues to 
avoid misunderstandings and ensure a positive experience. 

Be Polite and Courteous Treat everyone—clients and coworkers—with kindness and 
respect to create a friendly atmosphere. 

Stay Calm in Front of 
Clients 

Never show anger or lose your temper in front of clients; 
manage stress privately. 

Avoid Controversial 
Topics 

Keep conversations light and steer away from sensitive or 
personal subjects to ensure clients feel comfortable. 

Ask for Help When Needed If you cannot assist a client, quickly find someone who can 
provide accurate information. 

Keep Personal Issues 
Private 

Do not let personal problems show in front of clients; 
resolve conflicts privately to maintain a professional 
environment. 

 

✏️ Check Your Understanding 
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Go through the following conversation at a salon.  

Staff Member (Smita): "You won't believe what happened to me yesterday. My 
husband and I had a huge argument, and now I'm just feeling so stressed out." 

Client (Neha): Nods silently 

Smita: "It's been so hard to concentrate on work with everything going on at home. 
Do you ever have days like that?" 

Neha: Nods again, looking uncomfortable 

Smita: "And to make things worse, my car broke down this morning! I had to take a 
cab and it cost a fortune." 

Neha: Attempts a small smile but clearly looks disinterested 

Smita: "I don't even know how I'm going to manage all this. Sometimes I just feel like 
giving up." 

Neha: Nods politely, checking her watch 

Smita: "Sorry, I'm rambling. How's your facial feeling so far?" 

Neha: "It's fine, thank you." 

Which of the comments do you think the client will leave as their feedback?  

a)​ Smita is a great communicator and makes an effort to connect with her clients. 
Her warm and friendly personality made me feel comfortable during my visit. 

b)​ Smita should be fired for being terrible at her job. She gave me a terrible facial.  
c)​ Smita was overly talkative about her personal problems during my facial. I couldn't 

relax at all, and it ruined my experience. I expect a more professional environment 
where I can unwind and enjoy the services without being dragged into personal 
conversations. 

d)​ Smita handled my appointment with great professionalism. She was attentive, 
polite, and focused on delivering an excellent experience. 
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3.2 Client Communication and Relationship 
Management 

💡 Before We Start 

How do some people communicate better than others?  
Think about a recent conversation you had. Do you think you were clear and polite?  

Client communication is more than just talking; it’s about 
creating a positive experience! In a salon, how you interact 
with clients—through your words, body language, and 
professionalism—makes them feel valued and eager to return.  

Good communication can make the difference between a 
one-time visit and a loyal client! Let’s learn about two basic 
forms of communication first - verbal and non-verbal 
communication. 

Verbal Communication Non-Verbal Communication 

Verbal communication is all about talking to 
clients, either face-to-face or over the 
phone.  

When you speak, remember to: 

●​ Use clear and precise language. 
●​ Avoid using slang words. 
●​ Be a good listener. This helps you 

understand the client's needs and 
personality better. 

Non-verbal communication goes beyond 
words. It includes body language (how you 
sit or stand), facial expressions (whether 
you’re smiling or frowning), and gestures 
(like nodding or using your hands).  

Remember:  

●​ Be aware of your body language, like 
your posture or hand movements, as 
it can convey confidence or 
nervousness. 

●​ Smile and maintain good eye 
contact as it shows attentiveness. 

●​ Avoid negative body language, like 
crossing your arms, which may 
appear unwelcoming or closed-off. 
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Effective Communication Techniques 

1. Active Listening Listen carefully to what the client says. Make eye contact, nod, 
and ask clarifying questions when needed. This shows that you 
are genuinely interested in their thoughts and preferences. 

2. Focused 
Conversation​
 

Keep conversations light, positive, and centred around the 
client’s needs. Avoid discussing personal matters or sensitive 
topics that might make clients uncomfortable. Clients visit the 
salon for a pleasant experience, so maintain an uplifting 
atmosphere. 

3. Promoting Your 
Skills and Services​
 

While working, share information about new treatments or 
services that may interest your client. For example, “We have a 
new conditioning treatment that could be great for your hair 
type.” This not only educates but also builds excitement about 
salon offerings. 

Tips for great communication with your clients: 

1)​ Make them feel special and valued. 
2)​ Listen carefully without interrupting. 
3)​ Avoid technical words they might not understand. 
4)​ Ensure they fully grasp the information you provide. 

 

✏️ Check Your Understanding 

Select the most appropriate tips for great communication with your clients: 

1.​ Use complicated terms to impress them. 
2.​ Make them feel special and valued. 
3.​ Talk more than the client to show expertise. 
4.​ Listen carefully without interrupting. 
5.​ Avoid technical words they might not understand. 
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6.​ Ensure they fully grasp the information you provide. 
7.​ Share your personal problems with the client. 
8.​ Use unclear language to sound sophisticated. 
9.​ Interrupt often to keep the conversation dynamic. 

 

Relationship management focuses on consistently building, maintaining, and improving 
connections with clients. This process is vital in creating a positive salon experience, 
nurturing trust, and fostering long-term loyalty. By showing care and attention in every 
interaction, you ensure clients feel valued, supported, and eager to return. Successful 
relationship management blends exceptional service with genuine care and personalised 
attention, making each visit memorable and satisfying. 

Building Positive Relationships with Clients 

1.​Warm Greetings and 
First Impressions​
 

A friendly smile, warm eye contact, and a cheerful greeting set 
the tone for the client’s visit. Make them feel welcomed from the 
start—this makes clients comfortable and excited to be in your 
care. 

2. Personalised 
Attention​
 

Treat each client as a unique individual. Remember their 
preferences, past treatments, or special requests. Asking, “Would 
you like the same treatment as last time?” or mentioning a past 
service shows genuine care and attention to detail. 

3. Maintaining 
Professionalism​
 

Respect and courtesy should guide every interaction. Dress 
appropriately, communicate clearly, and be attentive to client 
needs. Professionalism builds trust and reassures clients that 
they are in skilled hands. 

4. Follow-Up Care Reach out to clients after their visit with a quick call or message 
to ensure they are satisfied with the service. This shows you care 
about their experience even after they leave the salon. 
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✏️ Check Your Understanding 

You are a salon professional, and a new client, Ms. Dipti, walks into the salon for the first 
time. Answer the following questions based on how you would handle this interaction: 

1.​ As Ms. Dipti enters, how would you greet her to create a positive first impression?​
A) Give her a quick wave from your station.​
B) Smile warmly, make eye contact, and say, “Good afternoon, Ms. Dipti! Welcome 
to our salon.”​
C) Ignore her while finishing up another task. 

2.​ During the consultation, Ms. Dipti mentions she recently had a haircut she loved at 
another salon. How should you respond to show genuine care and attention to 
detail?​
A) Move on without asking more questions.​
B) Say, “I’m sure it wasn’t as good as what we can do.”​
C) Ask, “Would you like us to create a similar style or something different today?” 

3.​ While you are providing a service, Ms. Dipti asks about your opinion on a 
controversial topic. What should you do?​
A) Politely steer the conversation back to salon services, saying, “I’m here to make 
sure you enjoy your experience today—how is everything feeling so far?”​
B) Engage fully in the topic and express your opinions in detail.​
C) Ignore her question completely. 

 

Not all interactions at a salon are in-person. A lot of communication happens over the 
phone. Can you think of some examples?  

Let’s focus on some important factors to keep in mind while speaking with potential or 
existing clients over the phone.  

1.​ Answering the Phone: 
a.​ Prompt Response: Answer calls within 3 

rings to avoid making clients wait. 
b.​ Professional Greeting: Begin with a polite 

greeting, mention the salon's name, and offer 
to help. For example, "Good morning, thank 
you for calling [Salon Name]. How can I assist 
you today?" 

2.​ Tone and Clarity: 
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a.​ Friendly Tone: Use a warm, friendly tone to make clients feel welcome. 
b.​ Clear Speech: Speak clearly and at a moderate pace to ensure easy 

understanding. 
3.​ Listening and Responding: 

a.​ Active Listening: Pay close attention and avoid interruptions. 
b.​ Acknowledge Requests: Confirm and repeat requests for clarity, e.g., "Let 

me confirm, you’d like to book a haircut and colour service for next Tuesday, 
correct?" 

4.​ Handling Client Inquiries: 
a.​ Provide Information: Offer clear, concise details on services, prices, and 

availability. 
b.​ Stay Informed: Be well-versed in salon offerings and policies for accurate 

responses. 
5.​ Managing Appointments: 

a.​ Confirm Details: Double-check appointment dates, times, and requested 
services. 

b.​ Offer Alternatives: Suggest other available slots if the desired time is taken. 
6.​ Handling Complaints: 

a.​ Stay Calm and Empathetic: Listen without interrupting and show 
understanding. 

b.​ Offer Solutions: Suggest ways to resolve the issue, e.g., "I’m sorry for your 
experience. Can we schedule a complimentary touch-up?" 

7.​ Professional Closing: 
a.​ Thank the Client: Show appreciation for their call and business, e.g., "Thank 

you for calling [Salon Name]. We look forward to seeing you." 
b.​ Friendly Goodbye: End on a positive note with "Have a great day!" 

8.​ Handling Multiple Calls: 
a.​ Hold Procedure: Politely ask before putting a caller on hold and thank them 

when you return. 
b.​ Follow-Up: If busy, take their contact details and assure a prompt callback. 

9.​ Maintaining Confidentiality: 
a.​ Privacy: Ensure conversations with clients remain private. 
b.​ Sensitive Information: Handle all personal details carefully and discreetly. 

10.​Avoiding Background Noise: 
a.​ Quiet Environment: Minimise background noise to maintain a professional 

atmosphere. 
b.​ Distractions: Avoid multitasking; give full attention to the caller. 

By adhering to these telephone etiquette guidelines, salon professionals can ensure 
effective, professional communication with clients, resulting in better client satisfaction 
and loyalty. 
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Maintaining Professional Boundaries 

As we learn how to build and maintain client relationships, it’s also important to remember 
that it is a professional relationship. It is essential to separate personal matters from 
professional duties when engaging with clients. Blending personal issues with work 
responsibilities can harm the client’s experience and the overall reputation of the salon. 
Here are some key practices to help keep personal and professional boundaries clear: 

1. Focus on the Client 

While providing services, prioritise the client’s needs and preferences. This approach 
enhances the quality of service and ensures the client feels valued, respected, and heard. 

2. Avoid Personal Conversations 

Refrain from discussing personal issues or stories 
during client appointments, as this may cause 
discomfort. Keep conversations professional and 
focused on the services being provided, salon-related 
topics, or general lighthearted conversations that 
encourage a positive experience. 

3. Read Client Cues 

Be attentive to the client’s body language and verbal 
responses. If the client seems uninterested, 
uncomfortable, or disengaged, shift the conversation 
back to professional or neutral topics to ensure they 
remain at ease. 

✏️ Check Your Understanding 

What should you do if a client seems uncomfortable during a conversation? 

a)​ Continue with the same topic until they respond 
b)​ Change the subject to something work-related or neutral 
c)​ Ignore their discomfort and keep talking 
d)​ Ask them about their personal life 

4. Maintain a Positive Environment 
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Clients visit the salon to unwind and enjoy their services in a relaxing atmosphere. Keep the 
environment positive, calm and welcoming for the clients. Maintaining an upbeat and 
cheerful vibe creates a more enjoyable experience for clients and promotes harmony 
among staff. 

Clients visit the salon to relax and enjoy their services. Introducing personal stress or 
negative topics can disrupt the welcoming and calming atmosphere clients expect. A 
positive, upbeat environment contributes to a more enjoyable experience for clients and 
fosters harmony among staff. 

5. Handle Personal Matters Privately 

Address personal concerns during breaks, before or after shifts, or in designated private 
areas. Conversations with colleagues about personal matters should always be kept away 
from client-facing areas to uphold professionalism.By adhering to these guidelines, salon 
professionals can create an environment that is welcoming, respectful, and conducive to 
providing top-notch service. 

 

Handling Unexpected Situations 

Despite the best preparation, sometimes things don’t go according to plan. As a 
professional, it is important to remain calm and adapt to challenges.  

💡 Before We Start 

Based on your earlier salon visits, can you think of a few unexpected challenges at a 
salon?  

Here are some ideas:  

●​ Clients arriving late for appointments. 
●​ Treatments overrunning the allocated times. 
●​ Double bookings, with two clients requiring treatment at the same time. 
●​ The arrival of unscheduled clients. 
●​ Changes to bookings. 

Let’s explore some strategies for when something like that happens.  
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1.​ Handling Unknowns- If a client asks a question you’re unsure of, don’t guess. 
Instead, acknowledge the uncertainty and seek assistance from a colleague or 
manager. This demonstrates integrity and dedication to providing accurate 
information. 

2.​ Show the appropriate emotion - Show empathy, concern, courtesy, cheerfulness or 
whatever emotion seems most suitable to the situation. Try to be helpful and keep 
the client updated so they don’t feel dissatisfied and impatient. 

3.​ Paying Attention to Non-Verbal Cues - Communication isn’t limited to words. Notice 
the client’s body language, facial expressions, and tone of voice. If a client appears 
uneasy or uninterested, adjust your approach to make them more comfortable. 

 

🗣️ Group Discussion 

1.​ Form Small Groups: Divide the class into small groups. 
2.​ Discuss Scenarios: Each group will discuss the unexpected situations listed above. 

They will share their experiences and brainstorm ideas on how to handle each 
situation effectively. 

3.​ Record Ideas: Each group will record their ideas and solutions for dealing with these 
unexpected scenarios. 

 

✏️ Check Your Understanding 

What would you do if a client asks you a question you don’t know the answer to? 

a) Ignore the question 

b) Pretend you know the answer 

c) Politely tell them you will find someone who can help 

 

Managing Client Expectations 

Managing client expectations is vital to ensure satisfaction and avoid misunderstandings. 
Here are some effective strategies for doing so: 

1.​ Clear Communication: 
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○​ Share detailed information about the services, including what clients can 
expect during and after their treatment. This ensures they are well-prepared 
and informed. 

2.​ Honesty: 
○​ Be transparent about the outcomes that 

can realistically be achieved. Avoid 
over-promising or guaranteeing results 
that you cannot deliver. Honesty builds 
trust and manages expectations. 

3.​ Written Information: 
○​ Provide written materials like brochures, 

service guidelines, or aftercare 
instructions to support verbal 
communication. This gives clients a 
reference to revisit and helps clarify any 
uncertainties. 

4.​ Consultations: 
○​ Conduct thorough consultations before any service to understand clients’ 

needs and establish realistic expectations. This helps in customising services 
to their requirements while managing what they can anticipate. 

🎭Role-play  

1.​ Scenario Assignment: Divide into small groups. Each group will receive a scenario 

card with a client who has specific expectations. Examples include: 

a.​ A client expects an immediate transformation from a hair treatment that 

typically requires multiple sessions. 

b.​A client is hoping for an unrealistic outcome from a single skincare 

treatment. 

2.​Role-Playing: Within each group, assign roles such as the client, salon staff, and 

observer. Role-play the scenario with the salon staff setting realistic expectations 

and communicating them effectively to the client. 

3.​Feedback Session: After each role-play, the observer will provide feedback on the 

effectiveness of the communication and the handling of client expectations. 
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4.​Group Discussion: Each group will discuss what strategies worked well and what 

could be improved. Share these insights with the entire class. 

 

Handling Client Complaints 

Despite your best efforts, sometimes, things go wrong and clients are unhappy. Effectively 
managing client complaints requires professionalism and empathy to maintain positive 
relationships. Here are some steps to handle complaints well: 

1.​ Listen Actively - Give the client your full attention, listen carefully, and avoid 
interrupting. Demonstrating empathy and understanding shows that you value their 
concerns. 

2.​ Apologise Sincerely - Offer a genuine 
apology for their negative experience, even 
if the issue wasn't your fault. 
Acknowledging their feelings helps 
de-escalate tension and displays your 
commitment to resolving the problem. 

3.​ Find a Solution - Work with the client to 
identify a resolution that satisfies them, 
such as redoing a service, offering a 
discount, or providing a free service in the 
future. Collaborating shows you care about 
their satisfaction. 

4.​ Follow Up  - After the issue is resolved, 
follow up with the client to ensure they are 
satisfied. This reinforces your dedication to 
excellent service and can help mend and strengthen the client relationship. 

By handling complaints with empathy and professionalism, you demonstrate your 
commitment to delivering high-quality service and building long-term client trust. 

 

🎭 Role-play 

Objective: Practice handling client complaints effectively through role-playing scenarios. 
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Instructions: 

1.​ Scenario Assignment: Divide into pairs. Each pair will receive a scenario card that 
describes a client complaint. Examples include: 

●​ A client is unhappy with their hair colour. 
●​ A client feels they were overcharged for a service. 
●​ A client had to wait too long for their appointment. 

2.​ Role-Playing: One person will act as the client, and the other will act as the salon 
staff. Role-play the scenario, focusing on active listening, empathy, and finding a 
resolution. 

3.​ Feedback: After each role-play, partners will provide feedback on what was done 
well and areas for improvement. 

4.​ Class Discussion: Share insights and experiences from the role-playing activity 
with the class. 

 

 

 

3.3 Personal Growth and Professional Development 

💡 Before We Start 

How important do you think your individual journey at a salon is? What would happen 
if you stay at the same position doing the same tasks?  

With so many different and exciting tasks and opportunities, working in a salon can keep 
you very busy. However, it is important to take out time and plan for your career and review 
your personal growth and professional progress.  

In the ever-changing beauty industry, continuous 
improvement is essential for career success and 
satisfaction. You will now learn about 
self-assessment, goal setting, and various 
strategies to enhance your skills and advance 
your career.  
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To develop personally and enhance your professional skills, it is important to set targets 
that you can measure your achievements against. This ensures consistent improvement 
and the ability to meet high standards in your work. Employers value consistency and a 
positive professional image. You should strive to perform at your best, presenting and 
promoting a positive image of the industry and 
the organisation you represent. 

A performance review is a process where a 
supervisor evaluates an individual's strengths 
and weaknesses, identifying areas for further 
training and development. It is a crucial tool for 
identifying opportunities and obstacles in your 
career. The job description for a position can 
often serve as a key document during this 
process as it ideally contains all the expected 
tasks, responsibilities, values and other aspects 
of the role. 

Here’s how performance reviews can benefit you: 

●​ Identify Training Opportunities: Highlight areas where you can pursue further or 
specialised training. 

●​ Address Obstructions: Identify and address any issues that may be hindering your 
progress. 

●​ Amend Roles: Suggest necessary changes to your role to enhance efficiency. 
●​ Focus on Achievements: Review and focus on your accomplishments to date and 

set future targets. 
●​ Create Action Plans: Develop action plans that outline steps to achieve your targets. 

During each review, objectives and targets set for the previous period are reviewed, and 
results are measured. This is also an opportunity to discuss additional accomplishments 
and contributions. Based on this review, a revised action plan will be set for the next review 
period. 

Let’s look at an example of a performance evaluation at Acme Salon.  
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🧠 Quick Check 

What are some of Amit’s objectives for the next period after the review?  

 

Being Positive About Negative Feedback 

Your review may not always be positive. It's 
important to stay positive about 
recommendations for improvement and work 
towards achieving them.  

Not meeting targets can lead to disciplinary 
procedures, possibly resulting in dismissal. 
Achieving productivity targets contributes to the 
financial success of the business and gives the 
worker a sense of achievement. 

✏️ Check Your Understanding 

Meera, a salon employee, has just received some negative feedback from her supervisor 
regarding her customer service approach. What is the most appropriate way for Meera to 
handle this feedback?​
 

A) Meera decides to ignore the feedback because she believes the supervisor is being too 
critical.​
B) Meera takes the feedback personally, becomes upset, and loses motivation at work.​
C) Meera reflects on the feedback with an open mind, asks her supervisor for specific 
examples and suggestions for improvement, and commits to applying those changes.​
D) Meera complains to her colleagues about the unfairness of the feedback and decides 
not to put in extra effort at work. 

 

Targets can be established by the employer for individuals or the team as a whole. These 
targets may assess quality, efficiency, and results. Often, computer systems can provide 
relevant data about the salon's performance. You should also set your own targets to 
monitor your effectiveness and performance.  
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In training scenarios, trainees follow a program that 
outlines: 

●​ Activities and Timing: Training events and 
when they occur. 

●​ Task Completion: Tasks to be performed and 
the expected standards. 

●​ Assessment Schedule: Timelines for 
evaluations. 

●​ Progress Reviews: Periodic checks to gauge 
progress towards goals. 

Similarly, you can set personal targets to ensure you 
stay on track with your professional development. 

 

🧠 Think About It 

What are some ways in which you can learn and improve while working at the salon?  

Developing Within the Job Role 

There are many opportunities to develop your skills and understanding of your work: 

●​ Attend Seminars and Conferences: Participate in industry events to learn about the 
latest trends, products and techniques. 

●​ Subscribe to Professional Magazines: Stay updated with industry news and 
advancements. 

●​ Observe Colleagues: Learn from those with advanced qualifications and experience. 
●​ Develop Your Portfolio: Include evidence and examples of experience gained. 
●​ Use Time Effectively: Practise regularly to enhance your skills and efficiency. 
●​ Look Out for Online Resources: Online courses provide the flexibility and access to 

learn new skills and techniques while still performing your duty at a  salon.  
●​ Certifications: Obtain certifications in specialised areas to enhance your 

qualifications. 

Continuing education and skill development, also known as Continuous Professional 
Development (CPD), are essential in the beauty industry to keep pace with evolving 
trends, techniques, and technologies. Engaging in ongoing learning ensures that you can 
offer the highest quality services to clients and maintain a competitive edge in your career.  
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By continuously improving your skills, you stay relevant and open up new opportunities for 
professional growth. Lifelong learning is crucial in the beauty industry to keep up with new 
trends, techniques, and products. It helps you to stay competitive and improve your service 
quality. 

Tips for Career Growth 

To grow in your career, it's important to have a clear plan and take action. 

●​ Seek Mentorship: Find a mentor who can 
provide guidance, support, and advice based 
on their experience. 

●​ Take Initiative: Look for ways to go above and 
beyond in your current role. Volunteer for 
additional responsibilities or projects. 

●​ Pursue Higher Education: Consider further 
education such as advanced certifications or 
degrees that can enhance your qualifications. 

●​ Stay Updated: Keep abreast of industry trends 
and changes. Adapt your skills and knowledge 
accordingly. 

Career Development Plan 

A career development plan is a simple guide to help you reach your career goals. It involves 
setting clear, achievable goals and outlining the steps you need to take to reach them. This 
plan helps you stay focused and continuously improve your skills. By regularly reviewing 
and updating your plan, you can adapt to new opportunities and challenges, ensuring 
steady progress in your career. This way, you can achieve your professional aspirations and 
grow successfully in your chosen field. 

Let’s look at an example to understand better: 
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✏️ Activity 

Create a personal career development plan for Sukhraj Singh, a Hair Stylist at Glow and 
Shine Salon. 

Instructions: 



Example Template 

Name  

Job Title  

Date of Appraisal 
 

Objective 1  

Objective 2  

Achievements 1  
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●​ Self-Assessment: Reflect on Sukhraj Singh's current skills, strengths, and areas 
for improvement as a Hairstylist. Consider feedback from clients and colleagues 
to identify key areas for development. 

●​ Set Career Goals: Write down short-term (1-2 years) goals for Sukhraj Singh to 
achieve specific skills or certifications. Identify mid-term (3-5 years) goals to 
advance his career within the salon. Establish long-term (5+ years) goals for 
Sukhraj’s overall career progression. 

●​ Identify Steps: For each goal, list the steps Sukhraj needs to take to achieve it. 
Consider additional training, certifications, workshops, and practical experiences. 
Include specific actions such as attending trade seminars, observing senior 
stylists, and practising new techniques. 

●​ Action Plan: Develop a detailed action plan with clear timelines for each step. 
Outline any additional training or courses required and set deadlines for 
completion. 

●​ Review and Adjust: Regularly review Sukhraj Singh's career development plan to 
track progress. Adjust the plan as needed based on Sukhraj's achievements and 
any new opportunities that arise. 



Achievements 2  

Training Needed 1  

Training Needed 1  

Appraiser Comments 
 

Staff Comments  

Action Plan  

Use the above template to fill in Sukhraj Singh's specific goals, achievements, training 
needs, and action steps. Collaborate with your classmates to discuss and refine the career 
development plan. Present your plan and get feedback to ensure it is comprehensive and 
realistic. 

 

📖 New Words 

Word Meaning 

Anonymity The condition of being anonymous 

Blending Mix or combine (something) with another substance 

Collate Collect and combine (texts, information, or sets of figures) in proper 
order 

Controversial Giving rise or likely to give rise to public disagreement 

De-escalate Reduce the intensity of (a conflict or potentially violent situation) 
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Disrupt Interrupt (an event, activity, or process) by causing a disturbance or 
problem 

Etiquette The customary code of polite behaviour in society or among members 
of a particular profession or group 

Foster Encourage the development of (something, especially something 
desirable) 

Frown Facial expression showing displeasure or concern 

Hinges Depends on 

Interact Communicate or engage with others 

Over-promising To promise more than one can deliver or is likely to happen 

Slang Informal, casual language or expressions 

Uphold Confirm or support (something which has been questioned) 
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3.4 Assessment 

1. Fill in the blank:  

a)​ The way you act at work, including your behaviour, attitude, and how you treat 
others, is called _________. 

b)​ _________ communication is about talking to clients, either face-to-face or over 
the phone. 

c)​ A process where a supervisor evaluates an individual's strengths and weaknesses is 
called a _________. 

2. Choose the most appropriate answer:  

A.​ Which of the following is NOT a key element of professionalism in a salon? 
a.​ Appearance 
b.​ Communication 
c.​ Attitude 
d.​ Gossiping about colleagues 

B.​ What is the MAIN purpose of a performance review? 
a.​ To punish employees for mistakes. 
b.​ B) To evaluate an individual's strengths and weaknesses for further 

development. 
c.​ To determine who gets a raise. 
d.​ To create a hostile work environment. 

3. Explain the concept of “professional boundaries” in a salon setting. Why is it important to 
maintain these boundaries, and what are some potential consequences of not doing so? 

4. Explain the difference between verbal and non-verbal communication in the context of a 
salon. Provide an example of how a salon professional can effectively use both forms of 
communication during a client interaction. 

5. Discuss the importance of grooming and personal hygiene for salon professionals. How 
does a professional appearance impact the client's experience and the overall image of the 
salon? 

6. A client is unhappy with their haircut and complains to the stylist. Describe the steps the 
stylist should take to handle this complaint professionally and effectively. 

7. Why is continuous professional development (CPD) important in the beauty industry? 
Discuss two ways a salon professional can engage in CPD to enhance their skills and 
knowledge. 
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SALON MANAGEMENT 

UNIT 4 
Perform Salon Reception 
Duties 
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LEARNING OUTCOMES 

By the end of this unit, you will be able to -  

1.​ Maintain the reception area to ensure a welcoming and organised salon 
environment. 

2.​ Attend to clients and handle enquiries professionally and efficiently. 
3.​ Make accurate and timely appointments for salon services, ensuring smooth 

scheduling and client satisfaction. 
4.​ Handle client payments with precision and professionalism, maintaining a positive 

client experience. 

 

OVERVIEW 

Running a successful salon requires more than just providing excellent services; it also 
relies on effective client interactions, organisation, and professionalism. In this lesson, we 
will explore how to create a welcoming and well-maintained reception area, 
professionally attend to client enquiries, and manage appointment bookings to ensure 
efficient service flow. 

You will also learn to handle client payments with accuracy and courtesy, fostering a 
positive experience from start to finish. Mastering these foundational skills is key to 

101 



delivering exceptional service, maintaining smooth salon operations, and building lasting 
client relationships. 
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4.1 Salon Reception Roles and Responsibilities 

💡 Before We Start 

Why is it said that the first impression is the last impression? What creates the first 
impression in a salon?  

The reception area of a salon is more 
than just a physical space—it is the first 
point of contact for clients and plays a 
crucial role in shaping their initial and final 
impressions. This area serves as the 
salon's public face, where 
professionalism, warmth, and efficiency 
must be evident at all times.  

A well-organised, welcoming reception 
area not only reflects the salon’s brand 
but also significantly influences client 
satisfaction and loyalty. This section will 
guide you through the essential aspects 
of creating and maintaining an inviting 
reception area, understanding the role 
and responsibilities of a receptionist, and 
ensuring that every client interaction is positive and memorable. 

The reception area is the heart of client interaction, where first impressions are formed. 
Whether the client’s first contact with the salon is via phone or in person, the experience 
should be pleasant and professional. This initial interaction can set the tone for the entire 
service, making it crucial to ensure that the client feels welcomed and valued from the 
moment they engage with the salon. 

 

The Design of the Reception Area 

Location ●​ The reception is typically located at the front of the salon, serving as 
the first point of contact for clients.  
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●​ It’s important to balance visibility with privacy. Clients waiting in the 
reception area may prefer privacy, so seating should be situated away 
from direct view of the main door or window if possible.  

●​ Using attractive curtains or room dividers can help create a more 
private and comfortable waiting area. 

Size ●​ The entrance to the reception area should be large enough to allow 
easy access for all clients. 

●​ Adequate seating should be provided. The reception area should be 
spacious enough to accommodate small treatments like manicures if 
required, allowing potential clients to observe these services and 
possibly be enticed to book an appointment. 

Hospitality 
and Client 
Comfort 

●​ Offering hospitality in the reception area demonstrates the salon’s 
dedication to client care. If a client arrives early or needs to wait, 
offering a refreshment such as water, tea, or coffee, and providing 
magazines or other reading materials can significantly enhance their 
experience.  

●​ Magazines should be current and relevant to the salon’s services, and a 
selection should be available to suit various tastes. Keeping small 
treats, like handy sweets/ toffees at reception, adds a personal touch 
that can make clients feel more at home. 

Décor ●​ The reception area should be 
tastefully decorated, reflecting 
the overall décor of the salon.  

●​ Attractive posters promoting 
cosmetic ranges can be displayed 
on the walls, along with framed 
certificates of the staff’s 
professional qualifications. This 
not only enhances the aesthetic 
appeal but also reassures clients 
of the salon’s credibility and 
professionalism. 

●​ Ensuring that the décor is aligned with the salon’s brand image helps 
create a cohesive and inviting atmosphere. 
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Essential 
Equipment 

●​ Reception Desk Setup: The reception desk is the operational hub of 
the salon, and it should be equipped with all necessary tools for 
efficient client management. Larger salons may require multiple 
receptionists and a larger desk. The desk should include shelves and 
drawers for organisation, some of which may be lockable for storing 
cash or important documents securely. The desk should also be at a 
convenient height for clients to sign documents or fill out forms. 

●​ Comfortable Seating for Receptionist: The receptionist’s chair 
should be ergonomic, providing adequate back support for long periods 
of sitting. This is essential for maintaining the receptionist’s comfort 
and productivity throughout the day. 

●​ Technology and Tools: Modern salons increasingly rely on computers 
to manage client appointments, store client data, track inventory, and 
manage accounts. The computer should be powerful enough to handle 
these tasks efficiently and securely. A calculator should also be 
available for financial calculations, especially if the salon does not rely 
entirely on digital systems. 

Quick Tip: Remember to position the monitor in a way that it doesn’t come 
between the client’s face and yours.  

●​ Stationery and Communication Tools: The reception area should be 
stocked with essential stationery, including price lists, gift vouchers, 
appointment cards, and a receipt pad. A notepad for recording 
messages, an address and telephone book for frequently used 
contacts, and a telephone with an answering machine are also crucial. 
The answering machine allows clients to leave messages after hours, 
ensuring that appointments can be rescheduled promptly if necessary. 

●​ Display Cabinets: A display cabinet may be used to showcase 
skin-care, hair or nail products, cosmetics, or other merchandise sold 
by the salon. This not only provides a retail opportunity but also adds to 
the salon’s aesthetic appeal. 
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✏️ Check Your Understanding 

How many different parts of a reception can you spot in the following image? In 
pairs, discuss what you find.  
 

 

 

Maintaining the Reception Area 

Maintaining a clean, organised, and inviting reception area is essential for ensuring that 
clients have a positive experience from the moment they arrive. Regular upkeep and 
attention to detail reflect the salon’s commitment to professionalism and client care. 

1.​ Cleaning: The reception area should be cleaned multiple times a day, particularly 
after peak client periods. This includes dusting surfaces, wiping down the reception 
desk, and ensuring that seating is clean and free from debris. Floors should be 
vacuumed or mopped as needed, and any clutter should be promptly removed. 

2.​ Restocking Supplies: Ensure that refreshments, magazines, and promotional 
materials are restocked regularly. Keeping everything tidy and well-stocked shows 
attention to detail and enhances the client experience. 
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3.​ Temperature and Lighting: Adjust the temperature and lighting as needed to 
ensure that the reception area remains comfortable and inviting. The lighting should 
be bright enough to create a welcoming atmosphere but soft enough to be relaxing. 

4.​ Decor Adjustments: Consider updating the reception area’s decor seasonally or for 
special events. This could involve changing the colour scheme, adding seasonal 
decorations, or highlighting special promotions or new products.  

5.​ Promotional Displays: Keep promotional displays current, rotating them regularly 
to feature new products, services, or special offers. This not only keeps the 
reception area looking fresh but also encourages clients to explore additional 
services. 

💡 Quick Tip 

Video facilities in reception may be used to promote salon services. Many suitable 
videos are available from beauty manufacturers and suppliers. 

The Role of the Receptionist 

The receptionist is the face of the salon, responsible 
for ensuring that every client interaction is positive 
and that the salon runs smoothly. This role requires a 
blend of strong interpersonal skills, organisational 
abilities, and an eye for detail. 

A salon receptionist is the first point of contact when 
a customer enters a salon. Receptionists represent 
the image of the salon both in person and over the 
phone, making customers feel comfortable with their 
warm and welcoming demeanour. The role of a salon 
receptionist is crucial as they manage various 
functions of the salon, including booking 
appointments, scheduling services, processing 
payments, maintaining order, and addressing customer queries. 

Qualities of a Salon Receptionist 

1.​ Friendly and Welcoming Nature: Being friendly and welcoming means always 
greeting clients with a smile and a positive attitude. A warm "Hello" or "Welcome" 
makes clients feel appreciated and relaxed. It shows that the salon values them and 
sets the tone for a pleasant experience. 
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2.​ Excellent Communication Skills: Good communication is about more than just 
talking. It includes: 

a.​ Clear Speech: Speaking in a way that clients can easily understand.  
b.​ Active Listening: Paying attention to what clients say without interrupting, so 

you understand their needs. 
c.​ Positive Body Language: Smiling, making eye contact, and using gestures to 

show you are approachable and attentive. 
3.​ Knowledge of Salon Services: Knowing the details of all the services the salon 

offers—like haircuts, facials, or manicures—helps in answering client questions 
confidently. It also allows you to recommend the best services based on the client’s 
needs, creating trust and showing expertise. 

4.​ Good Administrative Skills: Strong organisation is essential for managing the salon 
smoothly. This includes: 

a.​ Scheduling appointments correctly so no one has to wait too long. 
b.​ Keeping records of client preferences and visits to provide a personalised 

experience. 
c.​ Managing daily tasks efficiently to keep the salon running on time. 

5.​ Professional Appearance: How you present yourself reflects the salon’s standards. 
Dressing neatly, maintaining personal hygiene, and having a polished look shows 
clients that you take your job seriously and adds to their confidence in the salon’s 
quality. 

6.​ Positive and Confident Attitude: Staying calm and confident, even during busy or 
stressful times, creates a reassuring environment. Whether it's answering phones or 
helping multiple clients at once, a positive attitude helps things run smoothly and 
makes clients feel at ease. 

7.​ Client-Focused Approach: Every client should feel special. This means giving them 
your full attention when they speak, showing respect by being polite and 
professional, and understanding and addressing their needs to make them feel 
valued and cared for. 

8.​ Problem-Solving Abilities: Sometimes issues arise, like scheduling errors or a 
client’s dissatisfaction. Being a good problem solver means: 

a.​ Staying calm and listening to the concern. 
b.​ Offering solutions politely and professionally. 
c.​ Making sure the client feels heard and leaves happy. 

 

💡 Check Your Understanding 

108 



Reema has just started working as a salon receptionist. One client approaches the 
reception desk looking confused and in need of assistance. As the receptionist, what 
would be the most appropriate way for Reema to handle this situation? 

Options:​
A) Ignore the client and focus on answering the phone.​
B) Smile warmly at the client, greet them, and ask how she can assist them.​
C) Provide a quick, vague answer and then rush off to handle another task.​
D) Ask another staff member to handle it and avoid dealing with the client. 

 

💡 Quick Tip 

If you (as a receptionist) are engaged on the 
telephone when a client arrives, look up and 
acknowledge their presence. This is positive 
body language which makes the client feel 
welcome. 

 

Job Description 

Now that we’ve learned about what makes a good salon receptionist, let’s learn about what 
one actually does.  

1.​ Greeting Clients: The receptionist is responsible for greeting clients warmly as they 
enter the salon. This first interaction is crucial in setting the tone for the client’s 
experience, making it essential to offer a friendly and professional welcome. 

2.​ Managing Appointments: The receptionist handles all appointment bookings, 
ensuring that clients are scheduled efficiently and that the salon’s resources are 
used effectively. This includes confirming appointments, managing cancellations, 
and rescheduling as needed. 

3.​ Handling Inquiries: Whether in person or over the phone, the receptionist answers 
client inquiries regarding services, pricing, and availability. This requires a deep 
knowledge of the salon’s offerings and the ability to communicate clearly and 
confidently. 
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4.​ Processing Payments: The receptionist manages all financial transactions, 
including processing payments, issuing receipts, and handling any payment-related 
issues. This task requires accuracy and discretion to ensure client satisfaction and 
maintain the salon’s financial integrity. 

5.​ Maintaining the Reception Area: The receptionist is responsible for keeping the 
reception area clean, organised, and welcoming at all times. This includes daily 
cleaning tasks, restocking supplies, and ensuring that promotional materials are 
up-to-date. 

6.​ Client Relationship Management: Building strong relationships with clients is a key 
aspect of the receptionist’s role. This includes remembering clients’ names, 
preferences, and any special requests, and ensuring that each client feels valued 
and appreciated. 

7.​ Supporting Salon Staff: The receptionist also plays a crucial role in supporting the 
salon’s staff. This includes communicating client needs, managing the flow of 
appointments including informing the stylists about the next appointment (or any 
cancellations), and ensuring that therapists and stylists have the information they 
need to provide excellent service. 

💡 Quick Tip 

It is a good idea for the receptionist to wear a badge indicating their name and position.  

This makes the receptionist more approachable and easily identifiable to clients.  

 

The receptionist should know: 

●​ The name of each member of 
staff, her role, and her area of 
responsibility 

●​ The salon’s hours of opening, and 
the days and times when each 
therapist is available 

●​ The range of services or products 
offered by the salon, and their 
cost 

●​ Who to refer different types of 
enquiries to 
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●​ The person in your salon to whom you should refer reception problems 
●​ Any current discounts and special offers that the salon is promoting 
●​ The benefits of each treatment and each retail product 
●​ The approximate time taken to complete each treatment 
●​ How to schedule follow-up treatments 

 

Dealing with a dissatisfied client 

Occasionally a client may be dissatisfied. The 
receptionist is usually the first contact with the 
client and may have to deal with dissatisfied, 
angry, or awkward customers.  

Considerable skill is needed if you are to deal 
constructively with a potentially damaging 
situation. 

Never become angry or awkward yourself. Always 
remain courteous and diplomatic, and 
communicate confidently and politely. 

1.​ Listen to the client as they describe their 
problems, without making judgement. Do 
not make excuses, for yourself or for 
colleagues. 

2.​ Ask questions to check that you have the 
full background details. 

3.​ If possible, agree on a course of action, offering a solution if you can. Check that the 
client has agreed to the proposed course of action. It may be necessary to consult 
the salon manager before proposing a solution to the client; if you’re not sure, 
always check first. 

4.​ Log the complaint: the date; the time; the client’s name; the nature of the complaint; 
and the course of action agreed. 

✏️ Activity: Receptionist Do’s and Don’ts 

Instructions: 

1.​ Group Work: 
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○​ In groups, brainstorm and list 5 "Do’s" and 5 "Don’ts" for a salon 
receptionist. 

2.​ Presentation: 
○​ Each group presents their lists to the class. 

3.​ Discussion: 
○​ Class discusses and creates a master list of do’s and don’ts. 

Do’s for Receptionist Don'ts for receptionist 

  

  

  

  

  

 

 

🎭 Activity: Role-play 

Practice handling common client scenarios faced by salon receptionists. 

In groups, role-play one of the following scenarios: 

●​ A client arrives late but insists on being treated. 
●​ A client complains about a previous treatment. 

Perform the scenario in front of the class. Later, discuss the role-play and receive 
feedback on handling the situation. 
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4.2 Professional Image and Communication for Salon 
Reception Staff  

A salon receptionist's professional image and communication skills are vital to creating a 
positive first impression and ensuring the smooth operation of the salon. This section 
covers the essentials of maintaining a professional image, effective communication 
techniques, and the use of salon management software to enhance client interaction and 
appointment management. 

Maintaining a Professional Image 

1. Dress Code and Grooming 

a.​ Importance of Professional Appearance: As the 
face of the salon, your appearance reflects the 
salon’s brand. Wearing a clean, well-fitted uniform is 
essential. It should be ironed and appropriate for the 
workplace. Your clothing should be simple yet 
elegant, avoiding overly flashy accessories that can 
distract from a professional image. 

b.​ Grooming Essentials: Personal hygiene is crucial. 
This includes regular handwashing, brushing teeth, 
and using deodorant. Your hair should be clean, 
styled neatly, and kept away from your face. For 
women, light makeup that enhances your features 
without being overdone is preferred. Men should ensure their facial hair is neatly 
trimmed. Nails should be clean, trimmed, and of a manageable length. Avoid bold 
nail polish colours that may clash with the professional setting. 

c.​ Jewellery and Accessories: Jewellery should be minimal and tasteful. A simple 
watch or small earrings are usually sufficient. Avoid large or flashy jewellery that can 
be distracting or unprofessional. 

d.​ Footwear: Shoes should be clean, comfortable, and preferably with low heels. Avoid 
open-toed shoes in a professional setting to maintain a polished appearance. 

 

✏️ True or False 
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1.​ Big, sparkly jewellery is encouraged to create a bold statement and leave a lasting 
impression on clients. 

2.​ Men should try to keep their facial hair clean-shaven or neatly trimmed to uphold 
a polished salon image. 

3.​ Sandals or slippers are okay to wear as long as they are branded.  
4.​ Wearing a clean, well-fitted uniform with minimal accessories helps reflect a 

professional image at the salon. 

2. Body Language and Behavior 

a.​ Positive Body Language: Your body language is a powerful tool in creating a 
positive professional image. Stand and sit up straight, maintain eye contact, and 
smile warmly. These non-verbal cues convey confidence, attentiveness, and 
friendliness, which are crucial in building rapport with clients. 

b.​ Gestures and Movements: Use open gestures, such as keeping your hands visible 
and avoiding crossing your arms, which can seem defensive. When speaking with 
clients, nodding occasionally shows that you are listening and engaged. 

c.​ Professional Behaviour: Punctuality is a key aspect of professionalism. Always 
arrive on time, ready to start your shift. Being reliable and consistent in your duties 
builds trust with both clients and colleagues. In interactions, maintain a calm and 
composed demeanour, even in stressful situations. Address clients and colleagues 
respectfully, using appropriate titles and names. 

d.​ Interpersonal Skills: Politeness and courtesy should be at the forefront of all 
interactions. Use phrases like "please," "thank you," and "you're welcome" regularly. 
Show empathy and understanding when dealing with client concerns or complaints, 
and always strive to offer solutions rather than excuses. 

 

🧠 Check Your Understanding 

In pairs, look at the image and discuss whether this 
salon professional’s body language is appropriate.  

Talk about your observations and reasons.  
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3. Ethical Conduct 

a.​ Professional Ethics: Adhere to the salon's code of conduct, which includes 
honesty, integrity, and respect for others. Avoid gossip or negative talk about clients 
or colleagues. Always maintain client confidentiality, particularly regarding personal 
information or treatment history. 

b.​ Reliability and Accountability: Meet deadlines and fulfil commitments 
consistently. If you make a mistake, take responsibility and correct it promptly. Being 
accountable builds your credibility as a professional and contributes to the salon's 
reputation. 

✏️ Scenario 

You have just started working as a salon receptionist. A face cream brand approaches 
you and asks you to share your client list with their contact information and address so 
they can send them free samples of their new product. What will you do? Why?  

 

Effective Communication Skills 

1. Verbal Communication 

a.​ Clear and Polite Speech: Effective communication begins with how you speak. 
Always articulate your words clearly and speak at a moderate pace. Use polite 
language, avoiding slang or overly casual expressions. For instance, instead of 
saying, "Hey, what’s up?" greet clients with, "Good morning, welcome to [Salon 
Name]. How may I assist you today?" 

b.​ Engaging Conversations: During client interactions, whether in person or over the 
phone, it’s important to engage in a way that shows you’re listening and interested. 
Use the client’s name frequently to personalise the conversation. For example, "Ms. 
Kaur, let’s schedule your appointment for next week." 

c.​ Addressing Clients’ Needs: Listen carefully to what the client is asking or needing. 
Respond with relevant information and offer options where possible. If a client has a 
question about a treatment, provide a clear and concise explanation. If you’re 
unsure of something, it’s better to check with a colleague or refer to the salon 
management software than to guess. 
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✏️ Check Your Understanding 

Label the following statements made by salon staff as formal and informal.   

"Hey, what do you need? Haircut, colour, or 
something else?"  

"Please take a seat; we will be with you 
shortly."  

"Good afternoon! How can I make your visit 
special today?"  

"No worries, just chill for a sec, I'll check."  

"I'm happy to help. Let me confirm your 
appointment details."  

"Yo, we’re super busy. Can you come back 
later?"  

"Thanks for waiting; I'll check in with our 
stylist now."  

 

2. Telephone Etiquette 

a.​ Prompt and Professional Responses: Answer the phone within three rings 
whenever possible. Begin with a warm greeting, such as, "Good afternoon, Shimmer 
Salon, this is Amrita speaking. How may I assist you?" This sets a positive tone for 
the conversation. 
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b.​ Handling Difficult Calls: When dealing with difficult or upset clients, maintain a 
calm and polite tone. Empathise with their concerns and offer to assist in finding a 
solution. For instance, if a client is unhappy with a service, you might say, "I’m sorry 
to hear that you’re not satisfied. Let’s see how we can make this right." 

c.​ Effective Call Management: When putting a caller on hold, always ask for their 
permission and thank them for waiting. If you need to transfer a call, explain the 
process and ensure the call is successfully transferred before hanging. 

 

🗣️Listening to Yourself 

Improve your telephone communication skills by reviewing your own performance. 
Record your voice as you answer a telephone inquiry, then play it back. How did you 
sound? This is how others hear you!  

 

3. Written Communication 

a.​ Appointment Reminders and Confirmations: Use salon management software to 
send clear and concise appointment reminders via SMS or email. For example, "Dear 
Ms. Kaur, this is a reminder of your appointment at 2:00 PM on Friday at Glow Salon." 
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b.​ Message Taking: When taking a message, ensure you capture all necessary details 
accurately, including the caller’s name, contact information, and the reason for the 
call. Verify the information by repeating it back to the caller before ending the 
conversation. 

c.​ Professional Emails and Texts: Keep written communication professional and to 
the point. Avoid using informal language, and always proofread your messages 
before sending them. 

✏️ Check Your Understanding 

A client calls the salon in the afternoon with a specific request. Take down a brief note to 
record the conversation including:  

○​ Who it is for 
○​ Who it is from 
○​ Your name 
○​ Date and time 
○​ Accurate details of the message 

Client: Good morning, I'd like to inquire about using a specific product for my next 
service at your salon. Is this a good time? 
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Receptionist: Good morning! Yes, absolutely. I’d be happy to help. Which product are you 
referring to? 

Client: I’m interested in having a hair treatment done using the SunBiotic Hair Serum. 
I’ve heard great things and would feel more comfortable if that’s used. 

Receptionist: I understand. Thank you for sharing that with me. To ensure we can 
accommodate your request, I'll need to check with our manager regarding the availability 
and suitability of the product for your service. 

Client: That sounds great. How soon can I expect a response? 

Receptionist: I’ll reach out to the manager right away and get back to you as soon as I 
have an answer, likely by the end of the day. Could you please confirm your contact 
number for me? 

Client: Sure, it’s 4204204241. 

Receptionist: Thank you. I’ll be in touch shortly. Have a great day! 

Client: Thank you! I look forward to hearing from you soon. 

Receptionist: You’re welcome! Take care. 

 

⭐ Quick Tip 

Check the salon’s policy on personal calls. Usually, they are permitted only in 
emergencies. This is so that staff are not distracted from clients and to keep the 
telephone free for clients to make appointments. 

 

 

Here are some more ideas about good telephone technique: 

●​ Smile: This will help you put across a 
warm, friendly response to the caller. 
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●​ Alter the Pitch of Your Voice: Vary your pitch as you speak to create interest. 
●​ Standard Greeting: As you answer, give the standard greeting for the salon – for 

example: "Good morning, Visage Beauty Salon, Amrita speaking. How may I help 
you?" 

●​ Listen Attentively: Listen carefully to the caller’s question. When speaking to a 
variety of clients, you must respond appropriately and helpfully to each. 

●​ Evaluate and Respond: Evaluate the information given by the caller, and be sure to 
respond to what they have said or asked. 

●​ Use the Client’s Name: If you know the client’s name, use it to personalise the call. 
●​ Summarise Requests: In your mind, summarise the main requests from the call. Ask 

for further information if you need it. 
●​ Refer When Necessary: If you have an inquiry that you cannot deal with yourself, 

refer to the relevant person promptly for assistance. Tell the client what you are 
doing. 

●​ Repeat and Confirm: At the end, repeat the main points of the conversation clearly 
to check that you and the client have understood each other. 

●​ Close the Call Pleasantly: For example, “Thank you for calling, Mrs. Kaur. Goodbye.” 
●​ Taking Business Calls: If you receive a business call, or a call from a person seeking 

employment, always take the caller’s name and telephone number. Your supervisor 
can then deal with the call as soon as they are free. 

 

⭐ Quick Tip 

If the salon uses a cordless phone or a mobile phone, keep it in a central location where it 
can easily be found when it rings. After each call, be sure to return the phone to its 
normal location. 

 

🎭Activity: Finding the Right Approach 

Consider how you would handle calls from clients who are: 

●​ Angry? 
●​ Talkative? 
●​ Nervous? 
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Discuss as a group the best approaches to take in these situations. 

 

4.3 Salon Appointment System  

💡 Before We Start 

Why do you think appointments are necessary at a salon? What will happen if there 
are no appointments? How will it affect the staff and the clients?  

The salon appointment system is one of the most critical functions managed by the 
receptionist. It ensures that clients are scheduled efficiently, resources are allocated 
properly, and services are delivered on time. Effective management of the appointment 
system directly impacts client satisfaction and the smooth operation of the salon. 

Given that most salon services are booked in advance, often over the phone, this task 
requires prompt action, strong organisational skills, and a positive attitude. 

Recording Methods 

1.​ Hard Copy Registers: Many salons still use 
traditional hard copy registers to record 
appointments. This method is reliable and provides a 
tangible backup that can be easily accessed by the 
concerned staff. 

2.​ Computerised Systems: Some salons utilise digital 
databases for scheduling appointments, offering a 
quicker and more efficient way to manage bookings. 
However, reliance on technology means there is a 
risk of technical issues, such as system failures or 
data loss. 

3.​ Dual Recording: To mitigate the risk of technical breakdowns, many salons prefer to 
maintain both computerised records and a hard copy backup. This ensures that 
appointments are not lost and that there is always a reliable reference available. 

4.​ Historical Records: Maintaining previous records is essential for understanding a 
client’s history, preferences, and past services. This information helps in providing 
personalised service and maintaining client satisfaction. 
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🦉 Think About It 

Is there any benefit of keeping both a digital and a physical record of clients? 

 

Booking Appointments 

1.​ Client Details: Record the client’s name, the specific treatment requested, and 
contact information (phone number or email). 

2.​ Therapist Assignment: Assign the appointment to the requested therapist/stylist 
or the one available. Ensure the client’s name is entered in the correct column 
corresponding to the therapist. 

3.​ Time Management: Allocate sufficient time for each treatment to ensure it is 
completed professionally without rushing. Consider adding buffer time to 
accommodate any overruns or preparation time. 

4.​ Confirmation: Always confirm the appointment details with the client, including the 
therapist's name, treatment, date, and time. This ensures there is no confusion. 

Handling Rescheduling and Cancellations 

1.​ Rescheduling: If a client needs to reschedule, check 
the availability of the requested therapist and 
suggest alternative time slots. Update the 
appointment book or system accordingly. 

2.​ Cancellations: If a client cancels, immediately mark 
the appointment as cancelled (often with a “C” 
through the entry). This allows you to offer the slot to 
another client. 

3.​ No-Shows: If a client does not show up for their 
appointment, mark the entry with “DNA” (Did Not Arrive) and use the contact 
information to follow up and potentially reschedule. 

✏️ Check Your Understanding 

Mark appropriately based on the following information. 

The receptionist notices that a client is 
over half an hour late, and has most likely 
missed their massage appointment. 
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The client calls and says, "Hi, this is Priya. I 
need to cancel my nail appointment for 
tomorrow at 3 PM. I'm so sorry for the late 
notice." 

 

 

Managing Appointment Flow 

1.​ Avoiding Overlaps: Carefully review the appointment book to avoid booking 
overlapping appointments that could lead to delays and dissatisfaction. 

2.​ Allowing Flexibility: While maintaining a tight schedule, it’s important to allow 
flexibility for walk-ins or last-minute changes. However, prioritise pre-booked 
clients. 

3.​ Preparation: Allocate time for therapists to prepare for the next client, including 
cleaning and setting up the treatment area, to ensure each appointment runs 
smoothly. 

Use of Technology in Appointment Management 

1.​ Salon Software: Many 
modern salons use software 
to manage appointments. 
These systems can 
automatically send reminders 
to clients, manage staff 
schedules, and integrate with 
other salon management 
tools. 

2.​ Client Reminders: Use the 
software to send automated 
reminders via SMS or email to 
reduce no-shows and ensure 
clients are aware of their 
upcoming appointments. 

Client Interaction during Appointment Scheduling 

1.​ Professionalism: Always greet clients warmly when they book appointments, 
whether in person or over the phone. Be knowledgeable about the services and 
therapists available. 
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2.​ Communication: Ensure clear communication by repeating the appointment details 
back to the client. This helps in preventing misunderstandings and ensuring that the 
client feels confident about their booking. 

🦉 Think About It 

Salons in India range from small, neighborhood parlors to mid-tier chain salons and 
premium luxury establishments. Small salons often rely on traditional tools and manual 
processes, while mid-tier salons often incorporate moderate technology like 
appointment management apps. Higher-end luxury salons may use even more advanced 
technology, including AI-driven software, and automated customer databases to offer a 
sophisticated and personalized experience. 

Appointment Cards and Confirmation 

1.​ Appointment Cards: Offer clients an appointment card detailing the date, time, and 
therapist for their scheduled service. This serves as a tangible reminder for the 
client. 

2.​ Follow-Up: If possible, follow up with clients a day before their appointment to 
confirm their attendance. This practice not only reduces no-shows but also shows 
that the salon values their time. 

Advance Bookings 

1.​ Future Scheduling: Encourage clients to book their next appointment before 
leaving the salon. This helps maintain client retention and ensures the client gets 
their preferred time slot. 

2.​ Long-Term Planning: Some clients may prefer to schedule multiple appointments 
in advance, especially for ongoing treatments. Be sure to accommodate these 
requests in the system. 

✏️ Check Your Understanding 

Circle the procedures that you think require more than one appointment.  

hair wash | laser hair removal | hair colour transition from dark to blonde hair | foot 
massage | acne treatment | manicure 
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Security and Confidentiality 

1.​ Client Information: All client details must be handled with confidentiality. Ensure 
that only authorised personnel have access to client records and appointment 
details. 

2.​ Data Protection: Adhere to data protection regulations when storing and handling 
client information, whether on paper or in digital form. 

🦉 Think About It 

What could happen if anyone could access your client’s information? How would it 
affect the client and the salon’s reputation?  

 

🎭 Activity: Role-play 

In groups of two, pick and role-play any of the following scenarios:  

1.​ A regular client has a facial scheduled for the upcoming weekend but needs to 
change the date due to a personal commitment. Offer alternative dates and times 
that fit the client's schedule. 

2.​ A client calls on the morning of their scheduled manicure and pedicure 
appointment to cancel due to an unexpected emergency. Manage the 
cancellation politely and offer to rebook the service for a later date. 

3.​ Due to a scheduling error, two clients are accidentally booked for the same 
service at the same time. Contact the clients, explain the situation, and provide 
options for rescheduling one of the appointments. 

4.​ A client wants to book a haircut, a hair spa treatment, and a pedicure for the same 
day. Arrange the appointments to ensure enough time for each service, and 
coordinate with the service providers. 

Discuss with your partner what you both learned during the role-play and how you can 
apply these skills in a real salon environment. 
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4.4 Payment Management at the Salon 
Handling payments is a crucial responsibility in salon operations, ensuring that all 
transactions are processed accurately and securely. Salon receptionists must be 
well-trained and confident in managing various payment methods, including cash, 
cheques, and cards. Proper payment management not only enhances client trust but also 
contributes to the smooth functioning of the business. 

 

Essential Equipment and Materials 

1.​ Calculator: Useful for 
adding large sums or when 
using a manual cash 
register. 

2.​ Credit Card Equipment: 
May include an imprinter or 
an electronic terminal for 
processing card payments. 

3.​ Cash Float: A small sum of 
money kept at the start of 
the day to provide change. 
This should match the day’s 
takings by the end of the 
day. 

4.​ Receipt and Audit Rolls: Essential for keeping records of sales and issuing receipts 
to clients. 
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5.​ Cash Book: Used to manually record income and expenditure, particularly when 
using a manual cash register. 

6.​ Other Stationery: Includes date stamps, salon name stamps for cheques, and basic 
office supplies like pens and pencils. 

Security at the Payment Point 

1.​ Cash Drawer Management: Always close the cash drawer firmly after each 
transaction, and never leave it open or unattended. Keep the key securely stored. 

2.​ Authorization: Only authorised staff should approve credit card payments. 
Double-check each transaction to avoid errors. 

3.​ Handling Errors: If errors occur while processing payments, seek assistance 
immediately without leaving the cash drawer unattended. 

⭐ Quick Tip 

Payment failures or errors are common! Do not panic in such a situation. Lock the cash 
drawer before leaving the reception. Always keep the customer informed of what is 
happening. 

Methods of Payment 

1.​ Cash Payments 
○​ Procedure: Accurately total the charges, check the condition and 

authenticity of the cash, count out change aloud, and provide a receipt to the 
client. 

○​ Dispute Resolution: If a client is unhappy with the quality of a note, offer to 
replace it. Counting the change aloud before returning can assure the client 
and save you both time.  

2.​ UPI or Digital Payment 
○​ Procedure: Point the QR code for scanning to the customer after informing 

them of the amount to pay.  
○​ Validation: Visually confirm if the transaction has completed and whether 

the amount matches. If possible, confirm if the money has been received into 
the business account.  

3.​ Debit and Credit Cards 
○​ Processing: Use the electronic terminal to swipe the card and enter the 

transaction amount. Verify the card details, including the expiration date and 
the signature. 

○​ Security Checks: Ensure the cardholder’s details match those on the card, 
and be cautious of any warning signs of fraud. 
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⭐ Quick Tip 

Avoid taking a customer’s card out of their sight or 
asking them for their PIN. If required, ask them to 
enter the PIN themselves by handing the machine to 
them.  

A lot of cards support contactless (payment by 
tapping) these days, so recommend that mode for a 
safer and quicker way to pay.  

4.​ Gift Vouchers 
○​ A gift card is a prepaid card that holds a specific amount of money, which can 

be used to buy products or services from a particular store, salon, or 
business. They are commonly given as gifts as they allow the receiver to 
choose the product or services they want.  

○​ Validation: Check the validity of the voucher, including its expiration date 
and the amount. If the service cost exceeds the voucher value, request an 
additional form of payment. 

✏️ Check Your Understanding 

During payment, a client hands over a gift card, which expired over 5 months ago. How 
will you handle the situation?  

1)​ Firmly state that expired gift cards cannot be accepted and refer the client to the 
terms and conditions printed on the card. 

2)​ Politely inform the client that the gift card has expired and cannot be used, but 
offer a small discount or special offer as a gesture of goodwill, pending manager 
approval. 

3)​ Ignore the expiry date and process the gift card.  
4)​ Insist that they buy a new gift card.  

 

❗ Handling Discrepancies and Errors 
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●​ Immediate Action: If a mistake is made during a transaction, inform your 
supervisor immediately and discreetly if necessary, especially if you suspect 
fraudulent activity. 

●​ Corrective Measures: Resolve any discrepancies calmly and professionally to 
maintain client trust. 

 

Client Interaction during Payment 

1.​ Politeness and Professionalism: Always thank the client after processing a 
payment, and ensure that they leave with their receipt, any purchased products, 
and other belongings. 

2.​ Accuracy: Double-check all transaction details before finalising to avoid errors that 
could lead to client dissatisfaction. 

Tips for Efficient Billing and Payment Handling 

1.​ Prepare the Bill in Advance: Try to have the bill 
ready before the client approaches the payment desk 
to minimise waiting time. 

2.​ Promote Retail Sales: Always ask if the client is 
interested in purchasing any retail products along 
with their service. This can help boost home care 
sales. 

3.​ Count Cash Transparently: If the client pays in 
cash, count the money in front of them to avoid any 
confusion about the amount given and received. Use a calculator to show the client 
the change being returned. 

4.​ Prioritise Payment Over Calls: If you're receiving cash, avoid taking phone calls 
during the transaction. If necessary, ask the caller to hold briefly to prevent any 
mix-ups. 

5.​ Verify Online Payments: If the client pays online, verify the transaction with the 
bank or accounting department immediately to ensure everything is in order. 

6.​ Offer Multiple Payment Options: Make sure all digital banking options, such as 
Paytm, Google Pay, etc., are available for the client’s convenience. 

7.​ Request Feedback Post-Billing: After completing the billing process, politely ask 
the client to leave feedback in the remark book or on Google Reviews. This helps in 
marketing and attracting new clients. 
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8.​ Address Client Dissatisfaction Promptly: If you notice that a client is not 
satisfied, promptly connect them with the manager to address their concerns and 
ensure they leave with a positive experience. 

🎭 Activity: Role-play 

In groups of two, pick and role-play any 3 of the following scenarios:  

Scenario 1: Paying with Cash 

●​ Client: The client approaches the counter to pay for their service, which costs 
₹2000. 

●​ Receptionist: Greet the client, confirm the service provided, and politely ask for 
the payment. 

Dialogue Example: 

●​ Receptionist: "Good afternoon! I hope you had a pleasant experience today. Your 
total is ₹2000. How would you like to pay?" 

●​ Client: "I’ll pay with cash." 
●​ Receptionist: "Thank you! Let me take that. Here’s your change and receipt. We 

look forward to seeing you again!" 

 

Scenario 2: Paying with a Credit/Debit Card 

●​ Client: The client decides to pay by card. 
●​ Receptionist: Politely asks the client to swipe or tap their card and offers 

assistance if needed. 

Dialogue Example: 

●​ Receptionist: "Thank you for choosing our salon today. Your total is ₹2500. Will 
you be paying with card?" 

●​ Client: "Yes, I’ll pay with card." 
●​ Receptionist: "Please go ahead and swipe or tap your card on the terminal. Thank 

you! Here’s your receipt, and we hope to see you again soon." 

 

Scenario 3: Paying with an Expired Gift Card 
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●​ Client: The client presents a gift card to pay for the service. 
●​ Receptionist: Checks the gift card and informs the client politely that it has 

expired, offering a solution for payment. 

Dialogue Example: 

●​ Receptionist: "Thank you for your payment method. Let me check your gift card. 
I’m afraid it’s expired. It expired five months ago. Would you like to use another 
payment method, or I can assist you in checking the balance of the card if you’d 
like?" 

●​ Client: "Oh, I didn’t know it had expired. Can I pay with my card instead?" 
●​ Receptionist: "Of course! You can use your card to pay. Thank you for your 

understanding." 

 

Scenario 4: Asking for a Discount After Payment 

●​ Client: The client tries to ask for a discount after the service has been completed. 
●​ Receptionist: Politely explains the pricing and discounts available, if any. 

Dialogue Example: 

●​ Client: "I thought there was a discount for first-time customers. Can I get one 
now?" 

●​ Receptionist: "I understand your concern. We offer a discount for first-time 
customers, but it’s typically applied at the time of booking. However, let me check 
for any ongoing promotions that may apply today. Can I check for you?" 

 

Scenario 5: Payment Issue – Insufficient Funds on the Card 

●​ Client: The client’s card is declined due to insufficient funds. 
●​ Receptionist: Handles the situation calmly and offers alternative payment 

methods. 

Dialogue Example: 

●​ Receptionist: "It looks like the payment didn’t go through. Would you mind trying 
the card again or perhaps using another form of payment, such as cash or a 
different card?" 

●​ Client: "Oh, I didn’t realize there was an issue with my card. Let me try a different 
one." 
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●​ Receptionist: "No worries. I’ll be happy to assist you with the new payment 
method." 

Together, discuss what went well and areas of improvement. Focus on tone, politeness, 
clear communication, and professionalism. Give each other constructive feedback, 
focusing on how to improve handling various payment situations effectively. 

 

📖 New Words 

Word Meaning 

Punctuality arriving or doing something at the expected or planned time 

Rapport a good understanding of someone and an ability to communicate well 
with them 

Demeanour a way of looking and behaving 

Tact the ability to say or do the right thing without making anyone unhappy 
or angry 

Confidentiality a situation in which you expect someone to keep information secret 

Articulate able to express thoughts and feelings easily and clearly, or showing 
this quality 

Discrepancies a difference between two things that should be the same 
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4.5 Assessment 

1.​ Fill in the blank:  
a.​ The ________  area of a salon is the first point of contact for clients and plays 

a crucial role in shaping their initial and final impressions. 
b.​ A salon receptionist must possess excellent ________ skills, including clear 

speech, active listening, and positive body language. 
c.​ Staff should ensure that waiting clients are offered ________ like water, tea, 

or coffee. 

2.​ Choose the most appropriate answer:  

A.​ Which of the following is NOT a key responsibility of a salon receptionist? 
a.​ Greeting clients warmly and professionally. 
b.​ Managing appointments and handling rescheduling. 
c.​ Performing hair and beauty treatments. 
d.​ Processing payments and maintaining financial records. 

B.​ When a client calls to inquire about a service, the receptionist should: 
a.​ Provide vague answers to avoid commitment. 
b.​ Transfer the call immediately to a therapist. 
c.​ Listen actively, answer questions clearly, and offer relevant information. 
d.​ Put the caller on hold indefinitely. 

3. Match the following terms to their definitions:  

Reception  A person who uses the services of a 
salon 

Greeting  Changing the time or date of an 
appointment 

Client  The area of a salon where clients are 
greeted and checked in 

Rescheduling  The act of welcoming someone 

 

4. A client calls to complain about a billing error. They were charged for a service they did 
not receive. Explain how you would handle this situation, ensuring the client feels heard 
and that the issue is resolved effectively. What steps would you take to prevent such errors 
from happening in the future?  

5. A client arrives at the salon for a scheduled appointment but is unhappy because the 
stylist they requested is unavailable. As the receptionist, explain how you would handle this 
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situation professionally. Outline the steps you would take to diffuse the situation, offer 
solutions, and ensure the client feels valued and accommodated. 

6. Explain the importance of maintaining a professional image as a salon receptionist. How 
does a receptionist's professional image contribute to the overall client experience and the 
salon's reputation? 

7. Discuss the multifaceted role of a salon receptionist. Elaborate on the key 
responsibilities, skills, and qualities required to excel in this position. How do these 
elements contribute to the overall client experience and the successful operation of a 
salon? 
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SALON MANAGEMENT 
UNIT 5 
Retail Sales and 
Marketing Strategies 
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LEARNING OUTCOMES 

By the end of this unit, you will be able to -  

1.​ Understand the importance of retail sales in salons and how it contributes to both 
revenue and client satisfaction. 

2.​ Identify and describe the key retail products commonly used in the beauty and 
wellness industry. 

3.​ Conduct effective client consultations to assess needs and provide personalised 
product recommendations. 

4.​ Apply sales and marketing techniques to promote products and services within a 
salon setting. 

5.​ Implement product promotion strategies, including both in-salon and digital 
methods, to enhance client engagement and sales. 

6.​ Stay updated with industry trends to provide relevant and competitive salon 
services and products. 

 

OVERVIEW 

Success in the beauty and wellness industry requires a balance of professional skills, 
industry knowledge, and client-centric approaches. This unit covers the foundational 
aspects of selling products and services, from conducting personalised client 
consultations to creating engaging promotional campaigns. 

You will explore practical sales techniques, strategies for organising product displays, 
and methods for handling client objections gracefully. Additionally, this unit emphasises 
the importance of staying informed about evolving industry trends and using that 
knowledge to provide relevant, in-demand services. 
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5.1  The Importance of Retail Sales 

💡Before We Start 

Think about the last time you got a haircut or a skincare treatment. Were you ever 
recommended a product to maintain the results at home? How did it make you feel 
about the service? 

In today’s beauty and wellness industry, salons do more than just provide services—they 
also act as retailers, offering various products to clients for personal use. This practice, 
known as salon retailing, allows clients to maintain the 
results of their services, such as hair treatments or 
facials, from the comfort of their homes. 

Retail sales help salons in two significant ways: 

●​ For Clients: They enhance the at-home care 
experience, ensuring long-lasting results. 

●​ For Salons: They increase profitability and 
establish the salon as a comprehensive beauty 
care provider. 

Understanding Key Retail Terms 

Before we dive into why retail sales are important, let’s 
clarify some essential terms: 

●​ Retail: The sale of goods to the final consumer for 
personal use. In salons, this includes products like 
shampoos, conditioners, and skincare items. 

●​ Retailer: An individual or business that sells 
products directly to customers. Salons become 
retailers when they offer beauty and wellness 
products to clients. 

●​ Retailing: The broader process of selling products 
to clients, whether face-to-face in the salon, through a website, or via social media 
recommendations. 

 

Why Retail Sales Matter in Salons 

Retail sales bring multiple benefits to salons and their clients: 
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●​ Increased Revenue: Products often have 
higher profit margins compared to services. 
For example, selling a ₹700 serum alongside 
a ₹1,500 facial instantly boosts revenue. 

●​ Improved Client Satisfaction: 
Recommended products help maintain the 
results of services, like a moisturising cream 
that extends the glow of a facial. 

●​ Building Trust and Loyalty: Expert 
recommendations make clients feel valued, 
encouraging them to return for both 
products and services. 

●​ Enhanced Brand Image: Offering curated, 
high-quality products positions the salon as 
a professional, full-service provider. 

●​ Convenience for Clients: Clients can purchase recommended products during 
their visit, saving time and effort. 
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✏️ Activity: Enhancing Client Experience Through Retail Products 

Instructions: 

●​ Form Groups: Students divide into groups of 3-4. 
●​ Brainstorm Product Lists: Each group identifies retail products suited to common 

salon services. Examples: 
○​ Haircare: Shampoo, heat protectant spray, leave-in conditioner. 
○​ Skincare: Hydrating moisturiser, SPF, anti-ageing serum. 
○​ Nail Care: Cuticle oil, hand cream, foot cream. 

●​ Discuss Benefits: For each product, groups consider: 
○​ How it complements the service. 
○​ How it enhances the client’s at-home care routine. 
○​ Benefits to the overall salon experience. 

●​ Loyalty Brainstorm: Groups explore how thoughtful product recommendations: 
○​ Extend service results. 
○​ Build trust, leading to client retention. 

●​ Present Findings: Each group presents: 
○​ Products are chosen and why. 
○​ Benefits to at-home care and client satisfaction. 
○​ How recommending products fosters loyalty. 



💡 Tip 

Encourage your client to first try out smaller bottles or testers to ensure it is the right 
product for them.  

 

The Role of Retail Sales in Salon Profitability 

Retail sales aren’t just an add-on—they’re a key contributor to a salon’s success. Here’s 
why: 

●​ Higher Margins: Retail products typically offer greater profit potential than services. 
●​ Predictable Income: Retail creates a steady revenue stream, reducing reliance on 

service bookings. 

 

 

🦉 Did You Know? 

In the early 2000s, retail sales accounted for only a small portion of salon revenue, but 
today, they can contribute up to 50% in well-run salons worldwide! 

 

🧠 Discussion 
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💡 Example - Profit Potential from Retail Sales 

Imagine a salon selling 10 bottles of shampoo daily at ₹500 each, with a ₹200 profit 
margin per bottle: 
●​ Daily Profit: ₹2,000. 
●​ Monthly Profit: ₹60,000 from shampoo sales alone. This demonstrates how retail 

sales can significantly boost income. 



How can retail sales benefit both the client and the salon? Discuss in pairs, two ways in 
which offering products improves the client experience. 

 

5.2  Understanding Retail Product Sales in A Salon 

💡Before We Start 

Think about the products you use at home for your hair, skin, or nails. Were they 
recommended by a professional? How do they help you maintain your look between 
salon visits? Do you feel that they suit your skin or hair type?  

Retail products are more than just add-ons to salon 
services—they are an integral part of the salon experience. 
They allow clients to maintain and enhance the results of 
professional treatments at home, ensuring longer-lasting 
benefits. For salon professionals, understanding these 
products is crucial to provide personalised recommendations, 
build trust, and encourage repeat purchases. 

Retail Products in a Salon  

Retail products are items sold directly to clients for personal 
use, specifically to support or extend the effects of in-salon 
treatments. These products range from hair care and skincare 
to makeup and tools, carefully curated to align with salon 
services and client expectations. 

Categories of Retail Products in Salons 

Each product category serves a unique purpose in a client’s beauty routine. Below is an 
overview of key categories, their uses, and how they enhance the salon experience: 
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Haircare Products 

Purpose Maintain hair health, address specific 
issues like dandruff, hair fall, dryness or 
frizz, and prolong the effects of salon 
treatments. 

 

Examples ●​ Shampoos: Cleanse and address 
concerns (e.g., hydrating for dry 
hair or sulphate-free for coloured 
hair). 

●​ Conditioners: Hydrate, repair, and 
add shine. 

●​ Serums and Oils: Protect hair from 
damage and maintain smoothness 
after treatments. 

●​ Hair Masks: Provide deep 
conditioning for dry or damaged 
hair. 

Example 
of Use in 
Salon 

 After a hair colour treatment, a stylist 
recommends a colour-protecting 
shampoo and conditioner to maintain 
vibrancy. 

Skincare Products 

Purpose Help clients maintain healthy, radiant skin 
and address issues like acne, dryness, or 
ageing. 

 
 
 
 
 

 

Examples ●​ Cleansers: Remove makeup and 
impurities (e.g., cream cleansers 
for dry skin, foaming cleansers for 
oily skin). 

●​ Toners: Balance pH and tighten 
pores. 

●​ Moisturisers: Hydrate and protect 
the skin. 

●​ Serums: Target specific concerns 
like fine lines or pigmentation. 

●​ Face Packs: Provide hydration, 
brightening, or calming 
treatments. 

●​ Sunscreens: Essential after facials 
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to protect from UV damage. 

Example 
of Use in 
Salon 

After a hydrating facial, the esthetician 
suggests a serum to maintain the glow 
and hydration. 

Nail Care Products 

Purpose Support the appearance and health of 
nails between salon visits. 
 

 

Examples ●​ Nail Polishes: Refresh nail colour. 
●​ Cuticle Oils: Prevent hangnails and 

keep cuticles healthy. 
●​ Nail Strengtheners: Reinforce 

brittle nails. 
●​ Hand & Feet Creams: Complement 

manicures and pedicures. 

Example 
of Use in 
Salon 

After a manicure, the technician 
recommends a nail strengthener to keep 
nails strong. 

Makeup Products 

Purpose Enable clients to recreate professional 
looks at home. 

 

Examples ●​ Face Primers: Smooth the skin for 
better makeup application. 

●​ Foundations and Concealers: 
Provide coverage and even skin 
tone. 

●​ Lipsticks and Glosses: Enhance lips 
with colour or shine. 

●​ Blushes and Highlighters: Add 
glow and definition. 
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●​ Eye Makeup: Mascaras, eyeliners, 
and eyeshadows for enhanced 
eyes. 

Example 
of Use in 
Salon 

After event makeup services, a stylist 
suggests a long-wear foundation for 
clients to achieve similar looks at home. 

Tools and Accessories 

Purpose Help clients use their products effectively 
and maintain their look. 

 

Examples ●​ Hairbrushes and Combs: Detangle 
and style hair. 

●​ Makeup Brushes: Enable precise 
product application. 

●​ Tweezers and Razors: Aid 
grooming between appointments. 

●​ Heat Styling Tools: Help clients 
recreate salon-styled looks. 

Example 
of Use in 
Salon 

After a blowout, the stylist recommends a 
round brush and heat protectant spray for 
maintenance. 

 

Selecting the Right Retail Products 

Picking the right products to sell is a crucial part of 
delivering professional hair services. The products 
you choose affect not only the quality of your work 
but also your business success. Here’s why 
thoughtful product selection matters: 

1.​ Quality and Effectiveness​
High-quality products lead to better results, 
which keeps clients happy and coming back 
for more. For instance, using a premium hair 
mask can make dry, brittle hair feel soft and 
nourished, leaving the client impressed. When 
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clients see noticeable improvements, they trust your expertise and are more likely to 
recommend your services to others. 

2.​ Building Brand Reputation​
The products you use and recommend reflect your professionalism. Well-known, 
reputable brands are trusted by clients and add value to your services. For example, 
offering a popular brand’s sulphate-free shampoo for retail not only appeals to 
clients but also reinforces your salon’s image as a place that values quality and care. 
A good brand reputation encourages word-of-mouth referrals and builds loyalty. 

3.​ Meeting Client Preferences​
Today’s clients are more informed and may have specific preferences, such as 
opting for vegan, cruelty-free, or sulphate-free products. By stocking products that 
cater to these demands, you show that you’re attentive to their needs. For example, 
if many of your clients request organic options, having a reliable range of 
eco-friendly products ensures they feel valued and understood. 

4.​ Maximising Profit Margins​
Running a successful business isn’t just about great service—it’s also about smart 
product choices. Selecting products with good profit margins helps ensure financial 
stability and growth. For example, retailing salon-exclusive products can offer 
higher profits while giving clients access to items they can’t easily find elsewhere. 
Balancing quality and cost is key to maintaining both client satisfaction and 
business success. 

Thoughtfully choosing the products you use and sell benefits everyone—clients get great 
results, your brand gains a positive reputation, and your business thrives financially.  

 

Offering a variety of retail products is a win-win situation: clients leave satisfied and 
confident, while your salon benefits from increased loyalty and revenue. 

 

🎯 Match the Following  
 
Match each product with its corresponding category. 

 

Product  Category 

1. Nail Strengthener   Haircare 
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🤔 Think About It! 

Why is it important for salon professionals to understand retail products? How can this 
knowledge improve client relationships? 



2. Sunscreen   Skincare 

3. Round Brush  Skincare 

4. Heat Protectant Spray  Tools and Accessories 

5. Hydrating Moisturiser   Nail Care 

6. Cuticle Oil  Tools and Accessories 

7. Makeup Brushes  Nail Care 

 

5.3  Client Consultation Techniques 

💡Before We Start 

What role do you think communication plays in making a salon experience enjoyable? 

 

Client consultations are a key part of delivering 
outstanding salon services. They help 
professionals connect with clients, understand 
their needs, and ensure every treatment is both 
safe and effective. Let’s explore why 
consultations are so important: 

1.​ Identifying Client Needs​
A consultation allows you to learn about 
the client’s hair, skin, or nail concerns 
and goals. For example, if a client comes 
in with frizzy, unmanageable hair, asking 
questions about their routine and preferences can help you recommend the right 
smoothing treatment or haircut. Tailoring services to their specific needs shows that 
you value their input and want the best results for them. 

2.​ Building Trust and Rapport​
When clients feel listened to and understood, they’re more likely to trust your 
expertise. A friendly and thorough consultation—where you take the time to ask 
about their preferences and concerns—helps build a strong relationship. For 
instance, if a client hesitates about trying a new hair colour, explaining the process 
and addressing their worries can make them feel confident in your care. 
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3.​ Increasing Product Sales​
Consultations are a great opportunity to recommend products that fit the client’s 
needs. For example, if a client struggles with dry hair, suggesting a hydrating 
shampoo or leave-in conditioner can provide them with solutions while boosting 
your retail sales. By offering thoughtful advice, you not only help the client maintain 
their look but also grow your business. 

4.​ Ensuring Client Safety​
One of the most important parts of a consultation is identifying any 
contraindications, such as allergies, medical conditions, or sensitivities. For example, 
if a client has a known allergy to ammonia, you can recommend ammonia-free hair 
colour alternatives. This step ensures that treatments are safe, reducing the risk of 
adverse reactions and building your reputation as a careful, professional stylist. 

 

Client consultations are more than just a pre-treatment step—they’re a chance to connect 
with clients, personalise their experience, and build lasting trust.  

 

 

 

Steps in Conducting a Successful Client Consultation 

✅ 1. Warm Greeting and Introduction 

Start by welcoming the client warmly to create a 
comfortable environment. Introduce yourself and explain 
the purpose of the consultation. 

Example: “Good morning! Welcome to our salon. My name 
is [Your Name], and before we begin, I’d like to 
understand your preferences and needs to offer the best 
options for you.” 

✅ 2. Ask Open-Ended Questions 
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Encourage the client to share their preferences and concerns with open-ended questions: 

“What results are you hoping to achieve today?” 

“Are there specific products you currently use and like or dislike?” 

“Do you have any concerns about your hair/skin/nails that you’d like us to address?” 

✅ 3. Assess Skin, Hair, or Nail Needs 

Carefully observe the client’s hair, skin, or nails for specific conditions. Ask about any 
previous experience or challenges with products.  

●​ For skincare: Look for dryness, redness, or oiliness. 
●​ For haircare: Assess texture, thickness, and scalp condition. 
●​ For nails: Check for strength, brittleness, or discolouration. 

✅ 4. Identify Contraindications and Take Precautions 

Discuss any allergies or sensitivities and perform a patch test if necessary. 

Example: “Since you have sensitive skin, let’s do a patch test behind your ear to ensure 
this product is safe for you.” 

✅ 5. Provide Tailored Recommendations 

Based on the consultation, suggest personalised products or services and explain their 
benefits. 

Example: “As you mentioned dryness in your hair, I recommend our hydrating shampoo 
and conditioner. They will keep your hair nourished and soft.” 

✅ 6. Encourage Questions 

Invite the client to ask questions about recommendations or services. Provide clear, 
honest answers to address any concerns. 

✅ 7. Summarise and Confirm Next Steps 
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Recap your recommendations and confirm the client’s decisions. Discuss any follow-up 
services or maintenance products if required. 

 

💡 Tip 

Use the product on yourself. It's always good to be able to speak from experience. 

 
 

✏️ Fill in the Blanks 
 
Fill in the blanks with the correct words from below. 
 
services, products, observe,  allergies, trust 

1.​ A consultation helps build _______ and rapport with the client. 

2.​ It is important to ask the client about any _______ to ensure safety. 

3.​ Professionals must _______ the client’s hair, skin, or nails during the 
consultation. 

4.​ Recommend _______ or _______ that complement the client’s preferences. 

 

Client Consultation Form 

Use a structured form to document client preferences and details effectively. 

 

Client Consultation Form 
 

Client Information 

●​ Name: ________________________________________ 
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●​ Date: __________________________ 
●​ Contact Number: ________________________________ 
●​ Email: _________________________________________ 

1. Consultation Goals 

What would you like to achieve today? 

●​  

Are there specific products you currently use or prefer? 

●​  

Do you have any specific concerns with your hair, skin, or nails? 

●​  

 

2. Observation Notes 

●​ Skin: ___ Dry ___ Oily ___ Sensitive ___ Redness ___ Other: 
____________ 

●​ Hair: Texture: _______________ Thickness: _____________  
          Scalp Condition: __________ 

●​ Nails: Condition: _______________ 

 

3. Contraindications 

Do you have any allergies, sensitivities, or medical conditions? 

●​ __ Yes / No __ (If yes, specify): ___________________________ 

Patch Test Required? 

●​ __ Yes / No __ (If yes, area applied: ________________________) 

 

4. Recommendations 
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Products Suggested 

1.​ Product: ________________________  

Purpose: ______________________ 
2.​ Product: ________________________  

Purpose: ______________________ 

Services Suggested 

1.​ Service: _________________________  

Purpose: _____________________ 

 

5. Client Questions & Responses 

1.​ Question: ___________________________________________​
Response: __________________________________________ 

2.​ Question: ___________________________________________​
Response: __________________________________________ 

 

6. Summary and Next Steps 

Selected Products/Services 

●​  

Follow-Up or Maintenance Products 

●​  

 

Client Signature: ____________________________  

Date: _______________________ 

Consultant Signature: _________________________  
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Date: _______________________ 

 

 

 

 

⭐ Best Practices for Successful Client Consultations 

✅​Active Listening: Pay attention to the client’s words, tone, and body language. 
Show empathy and respond thoughtfully to create a welcoming environment. 

✅​Building Rapport: Maintain eye contact, use positive body language, and be 
attentive to build rapport and make the client feel comfortable. 

✅​Product Knowledge: Have a deep understanding of the salon’s products to make 
confident and accurate recommendations. If unsure about any details, consult 
with a colleague or reference salon resources. 

✅​Client Record Card: For repeat clients, take notes on their client record card 
regarding their preferences and needs to refer back to during future visits, 
enhancing personalization. 

 

Example Consultation Scenarios 

●​ For a New Hair Treatment 

Client: “My hair is very frizzy, especially in humid 
weather.” 

Consultant: “I recommend a keratin treatment and a 
sulphate-free shampoo to maintain smoothness. The 
shampoo will help extend the treatment’s effects.” 

●​ For Skincare Product Recommendations 

Client: “My skin feels oily by midday.” 

Consultant: “A balancing toner would help control 
excess oil and keep your skin looking fresh 
throughout the day.” 

●​ For a Patch Test Recommendation 
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Client: “I’d like to try hair colour but have sensitive skin.” 

Consultant: “Let’s do a patch test first to ensure the product won’t irritate your skin.” 

 

Health and Safety Considerations During Consultations 

Patch Testing: Apply a small amount of the product 
behind the ear and check for a reaction after 48 hours. 

 

Contraindications: Always verify allergies or health 
conditions before recommending products. 
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Hygiene: Use clean applicators and spatulas to prevent 
contamination. 

 

 

🦉 Did You Know? 

The consultation process significantly impacts client satisfaction. Research shows that 
clients are more likely to return if their needs are thoroughly understood during their first 
visit! 

 

🧠 Reflection 

Why is active listening important during a consultation? How can it improve client 
satisfaction and trust? 

 

5.4  Selling Products and Services 

💡Before We Start 

Why do some people leave a salon with products in hand while others don’t? Do you 
think it’s because of how products are presented or explained to them? 
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Selling products and services in a salon is more than just a transactional process—it’s an 
opportunity to enhance the client experience, build loyalty, and increase revenue. This 
requires a well-trained team, strategic sales techniques, and visually appealing product 
displays. A professional team with strong product knowledge, combined with a 
client-centred approach, can create a positive impression that encourages purchases. 

Sales Techniques in a Salon Setting 

Salon professionals can use several proven techniques to promote products and services 
effectively: 

●​ Upselling: Encouraging clients to upgrade their chosen service or product for added 
benefits. 

○​ Example: Offering a premium hair treatment instead of a standard one to 
provide extra hydration. 

●​ Cross-Selling: Recommending complementary products or services that enhance 
the client’s experience. 

○​ Example: Suggesting a leave-in conditioner alongside a shampoo purchase 
for better results. 

●​ Suggestive Selling: Providing tailored recommendations based on the client’s 
specific needs or concerns. 

○​ Example: Recommending an anti-frizz serum to a client with curly hair who 
struggles with humidity. 

 

 

The Importance of Staff Training in Effective Selling 

To sell products and services successfully, salon staff must be confident and 
knowledgeable. Key training areas include: 

1.​ Product Knowledge 
○​ Staff should understand each product’s ingredients, benefits, and usage. 
○​ Example: A team member trained on skincare products can recommend a 

moisturiser for dry skin, explaining that it provides deep hydration without 
clogging pores. 
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🪮 Think About It! 

Why do you think some displays in stores or salons catch your attention more than others? 
Could it be the colours, arrangement, or promotions? 



2.​ Communication Skills 
○​ Training in active listening and effective communication helps staff engage 

positively with clients, address concerns, and explain recommendations 
clearly. 

○​ Example: A staff member can respond to price objections by highlighting the 
long-term benefits of a product. 

3.​ Sales Technique Practice 
○​ Role-playing scenarios allow staff to practise upselling, cross-selling, and 

suggestive selling techniques in a safe, supportive environment. 
○​ Example Role-Play: Handling a client hesitant to purchase a product due to 

cost by explaining its value and sharing testimonials. 
4.​ Building Confidence 

○​ Confidence in their knowledge enables staff to make persuasive 
recommendations, which in turn builds client trust. Additionally, recognizing 
the successes of staff members builds morale and motivates staff to 
continue improving their sales skills. 

○​ Example: An under confident employee can be provided additional product 
training sessions and mentored by the manager to improve their skills or to 
shadow a more experienced colleague to build confidence.  

 

 

Product Display and Its Impact on Sale 

An organised, visually appealing display can significantly 
impact sales by drawing clients’ attention and sparking 
curiosity. Key strategies include: 

1.​ Strategic Placement 
○​ Place popular or high-margin items at eye 

level or in high-traffic areas, such as the 
reception desk or waiting area. 

2.​ Seasonal and Thematic Displays 
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🪮 Think About It! 

How do you think sharing a personal experience with a product could make a client more 
likely to purchase it? 



○​ Rotate displays to reflect seasonal needs or promotions, such as summer 
skincare or festive gift sets. 

3.​ Grouping by Use or Benefit 
○​ Arrange products by purpose, such as “Hydrating Skincare” or 

“Colour-Protection Haircare,” to make browsing easier. 
4.​ Use of Testers 

○​ Offering testers for items like serums or lotions allows clients to experience 
the product firsthand, increasing purchase likelihood. 

5.​ Highlighting Promotions 
○​ Use signage or designated areas to showcase new arrivals, client favourites, 

or discounted items. 
○​ Example: A “Top Picks” section near the entrance can attract clients to 

explore bestselling products. 

💡 Tip 

Create your own selling opportunity 

●​ If the client is having a manicure and has weak nails, you could recommend a 
course of nail treatments and an appropriate nail strengthener. 

●​ If the client is going away on holiday, tell her about the special "holiday treatment 
package promotion." 

●​ If the client is having an eyelash tint, tell her how quick and simple an eyebrow wax 
is and the difference it can make! 

 

🦉 Did You Know? 

Products placed at eye level are 34% more likely to be purchased than those placed lower 
or higher on shelves. 

5.4 Building Trust and Creating a Positive Client Experience 

Trust is crucial for successful selling. Clients are more likely to purchase when they feel 
their needs are understood. 

●​ Listen and Understand: Actively listen to client preferences and concerns to tailor 
recommendations. 
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●​ Honest Recommendations: Only suggest products or services that genuinely suit 
the client’s needs. 

●​ Personal Experience Sharing: Share your own experiences with products to add 
authenticity. 

○​ Example: “I’ve used this serum myself—it’s lightweight and very effective for 
reducing redness.” 

 

🧠 Reflection 

Why is it important to align your product recommendations with the client’s specific 
needs? 

 

Overcoming Client Objections 

Clients may hesitate to buy products for various reasons. Addressing these objections 
professionally can encourage purchases: 

1.​ Price Concerns 
○​ Highlight long-term benefits and the product’s quality. 
○​ Example: “This may seem expensive upfront but it will last for months and 

give you excellent results.” 
2.​ Effectiveness Doubts 

○​ Share testimonials or personal experiences to reassure the client. 
3.​ Commitment Issues 

○​ Suggest starting with smaller sizes or offering samples to ease the client into 
trying the product. 
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✏️ Activity: Role-Play - Selling with Confidence 

Instructions: 

1.​ Pair Up: 
○​ Students work in pairs, taking turns as the salon professional and the client. 

2.​ Scenario: 
○​ Each pair selects a product category (e.g., skincare, haircare). 
○​ The “salon professional” promotes the product, focusing on its features and 

benefits. 
3.​ Address Objections: 



 

🦉 Did You Know? 

Research shows that customers are more likely to trust a recommendation if it’s 
personalised to their needs. 

5.5  Ways of Product Promotion 

💡Before We Start 

Why do you think some products in shops or salons sell better than others, even if 
they’re similar? 

Promoting products effectively is a crucial element of boosting sales and enhancing the 
client experience in a salon. Well-executed promotion strategies not only attract interest 
but also position the salon as a trusted source for high-quality beauty and wellness 
solutions. This topic explores practical methods salon professionals can use to promote 
products both within the salon and through external channels. 

In-Salon Product Displays 

Product displays within the salon provide a powerful opportunity to showcase items to 
clients already present and interested in salon services. 

Key Strategies: 

●​ Strategic Placement: Display popular or new 
products at eye level and in high-traffic areas, 
such as the reception desk or waiting area. 
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○​ The “client” raises objections (e.g., price concerns or doubts about 
effectiveness), and the “salon professional” responds confidently. 

4.​ Switch Roles: 
○​ Repeat the activity, allowing both students to practise each role. 

5.​ Class Reflection: 
○​ Discuss effective techniques and share strategies for making personalised, 

persuasive recommendations. 



●​ Seasonal or Thematic Displays: Rotate displays regularly to match seasons, 
festivals, or special events (e.g., “Summer Essentials” or “Diwali Glow”). 

●​ Use of Testers: Allow clients to try products such as serums, lotions, or hair oils 
before purchasing, which builds confidence in the products. 

●​ Highlight Promotions and Discounts: Use clear, attractive signage to advertise 
discounts, bundles, or “limited time only” offers. 

●​ In-Salon Signage and Digital Screens: Showcase product benefits, tutorials, or 
client testimonials through posters or short videos on digital screens. 

Example: A “Winter Skincare Favourites” display featuring hydrating cleansers, 
moisturisers, and lip balms can encourage clients to address seasonal needs. 

Digital Marketing and Social Media 

Digital platforms, especially social media, extend product promotion beyond the salon and 
help salons engage with clients more frequently. 

Key Strategies: 

●​ Social Media Content: Use platforms like Instagram and 
Facebook to share tutorials, product demonstrations, and 
client testimonials. 

●​ Client Testimonials and Reviews: Encourage satisfied 
clients to share reviews or tag the salon in posts, 
increasing product credibility. 

●​ Email and SMS Campaigns: Send newsletters with tips, 
exclusive promotions, and limited-time offers to keep 
clients engaged. 

●​ Interactive Challenges: Create challenges like “Self-Care 
Sunday” where clients share their routines using salon 
products for discounts or prizes. 

Example: Announcing a “Flash Sale” with 20% off skincare 
products via Instagram stories and SMS can drive quick 
purchases. 
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🤔 Think About It! 

Why do you think clients are more likely to buy a product if they’ve tested it in the 
salon? 



🦉 Did You Know? 

Personalised email campaigns, where client names and other details are used, can help 
create a better relationship, leading to higher transaction rate.  

 

🧠 Discussion 

Clients often hesitate to purchase products due to cost concerns. 

●​ How could you explain the value of a high-quality product to a hesitant client? 

Seasonal and Festival Offers 

Seasonal and festival promotions are a fantastic way to attract clients, create excitement, 
and boost sales. They tap into the festive spirit, encourage immediate action, and help your 
salon stand out. Let’s explore some key strategies for making the most of these 
opportunities: 

1.​ Festival Gift Sets​
Bundle popular products into attractive gift sets for holidays like Diwali, Christmas, 
or Mother’s Day. For example, you could create a “Pamper Pack” with a shampoo, 
conditioner, and hair mask at a discounted price. Gift sets make thoughtful presents, 
are easy to market, and appeal to clients looking for ready-made options during 
festive seasons. 

2.​ Seasonal Packages​
Tailor your services to suit the needs of each season. For instance, offer 
hydration-focused skincare packages during the dry winter months or 
sun-protection hair care treatments in summer. 
These targeted bundles address seasonal concerns, 
making them highly relevant and appealing to clients. 

3.​ Limited-Time Discounts​
Create urgency with short-term discounts on 
products or services. For example, offer 20% off hair 
colouring services during the festive season or 
discounts on skincare treatments for a “New Year, 
New You” promotion. Limited-time offers encourage 
clients to book or buy immediately, boosting revenue 
during key periods. 
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4.​ Gift Vouchers​
Promote gift vouchers as ideal presents for special occasions. For instance, 
vouchers for spa treatments or hair services make great gifts for Valentine’s Day, 
birthdays, or anniversaries. Clients appreciate the flexibility, and you gain new 
customers when the recipients redeem them. 

 

By designing creative seasonal and festival promotions, you can increase client interest, 
boost sales, and bring festive energy to your salon. 

 

🦉 Did You Know? 

Salons that incorporate social media marketing in their promotions see higher sales 
since it attracts a new segment of clients. Social media marketing also allows salons to 
target relevant customers - e.g. advertise specific services to women or people of a 
certain age group.  

Loyalty Programmes and Client Incentives 

Hosting events and demonstrations creates an interactive way to promote products. 

Key Strategies: 

●​ Product Launch Parties: Host events to introduce new product lines, offering 
samples or mini-sessions for clients to try them. 

●​ Workshops and Tutorials: Educate clients on product use, such as skincare 
routines or hairstyling tips. 

●​ Complimentary Treatments: Offer small treatments (e.g., hand massages with new 
lotions) to let clients experience the product benefits. 

●​ Referral Discounts During Events: Provide incentives for clients who bring a friend 
to the event. 

Example: Hosting a “Basics of Skincare Workshop” where clients learn how to layer 
products effectively using the salon’s skincare range can increase both engagement and 
sales. 
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🤔 Think About It! 



 

 

Partnering with Local Influencers 

Collaborating with local influencers or 
beauty bloggers can help reach new clients 
and boost product visibility. 

Key Strategies: 

●​ Product Reviews: Partner with 
influencers to share their honest 
feedback on salon products with 
their audience. 

●​ Sponsored Posts and Giveaways: 
Conduct giveaways featuring 
product bundles, increasing engagement and reach. 

●​ In-Salon Events with Influencers: Invite influencers to product launch events, 
where they can share their live experience with their followers. 

Example: Collaborating with a beauty influencer for a “Festive Favourites Giveaway” can 
attract new clients to explore salon offerings. 

🦉 Did You Know? 

Bundling products into gift sets can lead to an increase in sales during festive seasons. 

Special Occasion Membership Offers 

Personalised offers during birthdays, anniversaries, or festivals show appreciation and build 
loyalty. 

Key Strategies: 
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Why might a referral discount encourage more clients to explore a salon’s services and 
products? 

🤔 Think About It! 

What seasonal promotions could a salon offer during summer versus winter? 



●​ Birthday Discounts: Offer a percentage discount on products during a client’s 
birthday month. 

●​ Anniversary Freebies: Provide a complimentary service to celebrate the client’s 
anniversary with the salon. 

●​ Exclusive Membership Packages: Include annual perks like free treatments or 
special discounts. 

Example: A “Birthday Glow Package” with discounted facials and skincare products makes 
clients feel valued while encouraging purchases. 

 

 

🧠 Discussion 

Imagine you’re designing a product display for a salon’s reception desk. 

●​ What colours, themes, or arrangements would you use to catch a client’s attention? 

 

5.6  Staying Updated with Industry Trends 

💡Before We Start 

Why do you think clients trust salons that offer the latest hairstyles, products, and 
techniques? 
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✏️ Activity: Designing a Special Occasion Offer 

Instructions: 

1.​ Divide into Groups: Each group designs a birthday, anniversary, or festival offer. 
2.​ Design the Offer: 

○​ Choose perks (e.g., discounts, gift packs, free services). 
○​ Add conditions (e.g., minimum spend, service eligibility). 

3.​ Presentation: Each group presents their offer to the class, explaining the perks and 
target audience. 



The beauty and wellness industry evolves constantly, with new products, techniques, and 
client preferences emerging frequently. For salon professionals, staying updated with 
these trends is essential to remain competitive, offer relevant services, and enhance the 
client experience. By understanding and adopting current trends, salons can increase 
client satisfaction, build credibility, and create new revenue opportunities. 

Why Staying Updated with Trends is Important 

●​ Meeting Client Expectations: Clients often request trending styles or products 
they’ve seen online or in magazines. Staying informed helps salon professionals 
meet these demands. 

●​ Enhancing Professional Credibility: Clients trust salons that demonstrate 
knowledge of the latest techniques and products. Staying updated builds this trust. 

●​ Increasing Revenue Opportunities: New trends introduce innovative services or 
products, creating fresh income streams. 

○​ Example: The rise of sustainable beauty has led to increased demand for 
eco-friendly products, attracting environmentally conscious clients. 

●​ Staying Competitive: Trends differentiate a salon, helping it stand out from 
competitors by offering the most current services. 

 

🦉 Did You Know? 

Trends like balayage, lash extensions, and dewy “glass skin” became popular globally due 
to social media platforms like Instagram and TikTok. 

 

Ways to Stay Informed with Industry Trends 

1. Follow Industry Publications and Websites 

●​ Benefits: Magazines and online resources provide insights into emerging trends, 
product launches, and expert advice. 

●​ Suggested Resources: 
○​ Indian publications: Vogue India, Femina, Elle India. 
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🤔 Think About It! 

How can a salon use social media to stay ahead of competitors in promoting trends? 



○​ International: Allure, Beauty Launchpad, Modern Salon. 
●​ Example: Regularly reading Modern Salon helps professionals learn about trending 

hairstyles and new products that can enhance their service offerings. 

 

2. Attend Industry Events and Trade Shows 

●​ Why It’s Effective: Events like trade shows and beauty expos offer hands-on access 
to new products and techniques, along with networking opportunities. 

●​ Examples: 
○​ Indian: Professional Beauty India, India Salon Pro. 
○​ International: International Beauty Expo, Cosmoprof. 

●​ Example: A stylist attending Professional Beauty India can explore the latest hair 
colour trends, learn about innovative products, and connect with industry experts. 

🦉 Did You Know? 

Attending just one trade show can expose professionals to many new products and 
techniques in a single day. 

 

3. Participate in Online Courses and Webinars 

●​ Why It’s Effective: Flexible, on-demand learning helps salon professionals acquire 
new skills and stay updated on industry techniques. 

●​ Suggested Platforms: 
○​ General: Udemy, Coursera. 
○​ Beauty-specific: Online courses from beauty academies and institutes. 

●​ Example: Taking a webinar on balayage techniques helps a stylist offer this trending 
hair colour service confidently. 

 

4. Follow Social Media and Influencers 

●​ Why It’s Effective: Social media platforms like Instagram, TikTok, and YouTube 
provide instant access to trending styles, tutorials, and client preferences. 

●​ What to Follow: 
○​ Tutorials, product reviews, and influencer posts relevant to Indian and global 

audiences. 
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●​ Example: Following Indian beauty influencers on Instagram can keep staff updated 
on makeup techniques and hairstyles popular among local clients. 

 

5. Engage in Peer Networking and Community Groups 

●​ Why It’s Effective: Networking with fellow professionals allows for exchanging 
ideas and learning from others’ experiences. 

●​ Suggested Groups: 
○​ Online forums: Salon Industry Educators, Hairbrained Community. 
○​ Indian groups: Beauty & Wellness Sector Skill Council (B&WSSC). 

●​ Example: Joining a professional forum helps staff discover client preferences, new 
product recommendations, and practical tips. 

 

 

🦉 Did You Know? 

Eco-friendly beauty is one of the fastest-growing trends, with sustainable products 
projected to dominate the industry by 2030. 
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🤔 Think About It! 

What’s the benefit of networking with other salon professionals or attending trade 
shows compared to just reading about trends online? 

✏️ Activity: Trend Research Project 

Instructions: 

1.​ Form Groups: Divide students into groups of 3–4. Assign each group a specific trend 
(e.g., eco-friendly beauty, balayage, glass skin). 

2.​ Research the Trend: Each group investigates: 
○​ Popularity and why it’s gaining attention. 
○​ Associated products and services. 
○​ How the trend appeals to clients. 

3.​ Application: Groups discuss how the trend could be introduced in a salon, including: 
○​ Product offerings. 



 

In conclusion, retail sales are an important part of running a successful salon, helping both 
the business grow and clients stay happy. By understanding the role of retail, choosing the 
right products, and using good sales and marketing techniques, salon professionals can 
give clients personalized recommendations that build trust and loyalty. Keeping up with 
industry trends and using in-salon and online promotions makes it easier to offer products 
and services that meet client needs and stand out from the competition. These skills work 
together to create a better experience for both clients and the salon team. 

 

📖 New Words 

Word Meaning 

Upselling Encouraging clients to purchase a higher-end version of a product 
or service for added benefits. 

Cross-Selling Recommending complementary products or services that enhance 
the primary purchase. 

Contraindications Conditions or factors that make a certain treatment or product 
unsuitable for a client. 

Balayage A popular hair colouring technique where colour is painted onto 
hair for a natural, sun-kissed look. 

Sustainability The practice of using products and techniques that minimise harm 
to the environment. 

Product Bundling Combining multiple products into a single package to offer as a 
deal or promotion. 

Visual 
Merchandising 

The art of creating appealing product displays to attract and 
engage customers. 
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○​ Service implementation. 
○​ Marketing strategies. 

4.​ Presentation: Groups present their findings in a 5-minute presentation. 



5.7  Assessment 

1.​ Fill in the blank:  
a.​ ______ is a sales technique that involves encouraging clients to choose a 

higher-end service or product. 
b.​ Placing popular or high-margin items at ______ level is an example of 

strategic placement. 

 

2.​ Choose the most appropriate answer:  
A.​ Which sales technique involves recommending a product that complements 

a client's initial purchase? 
a.​ Upselling 
b.​ Cross-selling 
c.​ Suggestive selling 
d.​ Discounting 

B.​  Which of the following is NOT a benefit of retail sales for salons? 
a.​ Increased revenue 
b.​ Improved client satisfaction 
c.​ Reduced staff training needs 
d.​ Enhanced brand image 

C.​ What is the purpose of visual merchandising in a salon? 
a.​ To create an appealing and organised product display. 
b.​ To hide products from clients. 
c.​ To reduce the need for staff interaction. 
d.​ To focus solely on high-priced items. 

 

3.​ Define "retailing" in the context of a salon. 
4.​ Why is product knowledge crucial for salon professionals? 
5.​ Discuss the importance of client consultations in a salon setting. Outline the key 

steps involved in conducting an effective client consultation. 
6.​ Explain the role of visual merchandising in promoting retail sales within a salon. 

Provide examples of effective visual merchandising strategies. 
7.​ Describe various ways in which salon professionals can stay updated with industry 

trends. Discuss how staying informed benefits both the professionals and the 
salon's business. 
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