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s
RETAIL TRADE
(Theory)
Full Marks : 30
Pass Marks : 09
Time : Two hours
The figures in the margin indicate full marks
for the questions.
Q. No. 1 carries 1 mark each 1x4 = 4
Q. No. 2 carries 1 mark each 1x4 = 4
Q. No. 3 carries 1 mark each 1x4 = 4
Q. No. 4 carries 2 marks each 2x6 = 12
Q. No. 5 carries 3 marks each 3x2 = 6
Total = 30
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1. Fill in the blanks with appropriate words given in the brackets : (any four)
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(i)

(1)

(iii)

(iv)

(v)

(vi)

1x4=4

refers to the mechanism by which an organisation provides
a services to its customers.
(Sales delivery / Service delivery / Social delivery)

— 79 A @Ry fE I @ 9 2 0T e GRl
AW A | (R Reg9 / o [Aese / e [Reqa)

Customer leads to customer loyalty.

(service/sales/satisfaction)

AZHT Sae] Ip1H | (G2 /) A&z /7efe)

RIESS

refers to looking at speakers while listening.
( Lectures / Eye contact / Email)

— {forte ol 4l e 3@ B iR Fewel w1 o
(Fger/ 73 7/ Z02)

ICT refers to Information and

Technology.
(Computer/ Communication / Complete)

oR& I | (FHTHE/ N /| 79

activity.
(social / economic / non-econontic)

Tl 2 gy IG e/ wLe ) S-S e)

Self-management refers to self- (control / prepare / style)

HIS-IREFIZ - T 5 | (fzEt ) &&fS/ 9a71)

ICT-(3 99 9%

Entrepreneurship is a/an

2. State the following statements as True or False : (any four) 1x4=4

were fral Rfoomgz wa 7 wwm fowi ¢ (Rigeizant sif<oy)

(1)
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A busy period is basically a rush period in a retail store.
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(i1)

(iii)

(iv)

()

(vi)

Start-up can be started with minimum investment.

geen RfEE Atee s 3R AR |

A sales associate should give clear reasons if the customer problem
cannot be solved.

mwmwwﬁﬁmﬁaw%mqm%ﬁm

A customer is least important for any business.
AR A AT GG WS T s3goyef |

Continuous improvement of customer service is essential for retail
store.

qﬁrﬁzﬁﬁﬂfﬁamwmﬁ«ﬁ@%ﬁﬁwﬁms

A business progresses only by attaining a high level of customer
satisfaction.
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3. Multiple Choice Questions : (any four) 1x4=4
TR o ¢ (R o)

Choose the correct alternatives :

wg fRowo) afy Sfedt ¢
(i)  Skill development includes—
el M wefe W—
() Communication skill
ISR 7+l
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(b) Time management
e FEEII

(c) Knowledge
G

(d) All of the above
GHaT SIGIRCHL0!
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(ii)  Step(s) to improve reliability customer service(s) is/are —

RSty e GrR TafeT 49t () 2 —

(@) Welcoming Customers

AT T Gl

(b) Answering questions

Az e%E T ol

(c) Resolve customer conflict

1P 799 A4
(d) All of the above
GoTT IR0
(iti) Benefit(s) of suggesting alternative solutions to customers is/are —

e Kee IR s TR gk () 6 —

(1) Customers do not go empty-handed

AT AT YTOE I [

(b) They may pick nearest substitute, which satisfies them
(ST 7B W ~[its Feven [m AfR 71 “Aea

(¢) Customers build trust on store

A5 Fofie eoige [ =iE

(d) All of the above
@9 SBIBPID!
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(iv)

()
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The way(s) to collect customer feedback is/are —

afiegq eifefemm ez TAR (FR) T —
(1) Requesting Customers to fill questionnaire
Ao 2] o7 IR Al R

(b) Keeping a suggestion booklet at the counters
ST 2@ IR TR I I

(c) Using direct questioning technique
AEEd “HBOI ol 4R (FE YT
(d) All of the above
8o SBIEPL0!
Characteristic(s) of an ideal massage is/are —
o SR BiAg (TR) T —

(a) Clear
9%

(b) Concise
Y

(c) Accurate

How

(d) All the above
Go[qq SBIZLHED!
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(vi) Short cut key to underline text in spreadsheet is—
Spreadsheet © /i3] SGEAIR FRACA AT 41 TG FF(S Lo —
(@ Cul+h
b Cwl+c
i Ctl+u
(d) Culiz
4.  Answer the following questions in brief : (any six) 2x6=12

wore frdl emirae 53 Oed Wl ¢ (R 2abt)

(1)

(i)

(iii)

(iv)

(v)

(vi)

(vii)
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What is customer service delivery ? Give examples.

412F (Tl [ee e Twee fir |

What will be your approach to deal with a customer providing
negative feedback ?

g eifofaal om 37 9 A% &= (Are IR SRt & svcss
g e ?

Mention any four names of green jobs related to green skills.

(ICT ol B RFIe 516! (TS bisRa sl &7t |

What is the importance of collecting customer feedback ?

51579 efef@al (feedback) AT I w3 fF 2

What is the meaning of the acronym ‘SMART"’ in goal setting ?
o7 firire Y @9 ‘'SMART’ WitA % ¢

How to deal with customers in peak hours in a modern retail store ?

wias Al [T@E Rede T we e dizg sere ciefien s
st 2

Mention any four examples of ‘Customer Value’.

‘A%F AT Rrpic) biSor Twiggel |
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(viti)

()

(1)

L (1)

(iii)

(iv)
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What are the essential qualities required to be an effective sales
associate ?

ao WE B T =eE B & aoe wfFeet = @ 2

Answer the following questions : (any two) 3x2=6

Gl eiraiee Tes ol ¢ (Rt gor)

What are the different problems faced by customers in a modern
retail store ? 3

Wiy 4pat Rt Reidie A [fen w7eR & & e e = e

What is CRM ? How can CRM be used to improve customer relation
with store ? 1+2=3

CRM & ? aiiza B0 7o e SfEate el @4t fawes CRM 929
T A ?

What, according to you are the best possible measures to improve
customer satisfaction in a modern retail store ? 3

mwwqﬁaﬁﬁcﬁaﬁﬂawmm@maﬁﬁa%ﬁﬁ
srFe (@RI THe 2

How to deal with a customer who felt ignored and unattended by
any sales associate of your store ? 3
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