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INSTRUCTIONS TO THE EXAMINEE

1. The Question-cum-Answer Booklet comprised . Question-cum-Answer Booklet~4 (5 wofb ot

-

of 60 Questions and each Question carrying
1 (one) mark.

2. Each Question possesses 4 (four) Answer
Options (A), (B), (C) and (D) of which only one
option bears Correct Answer.

3. Completely darken the respective circle for your
response as shown below—

Correct method . Wrong method @ ® O

4. Each Correct Answer will be credited with
1 (One) Mark.

5. If an Examinee attempts more than one Option
for a Question, the attempt will be considered as
WRONG Answer.

6. No Mark will be deducted for attempting Wrong
Answer or Incorrect attempts,

7. Only Blue/Black Ink Pen is to be used for
Answering Question.

8. No Electronic Gadget (Calculator, Mobile
Phone, Laptop, I-Pad, Camera etc.), Papers
(Other than Admit Card) will be allowed inside
the Examination Hall.

9. No Loose sheet will be provided for scribbling
and No Paper is to brought in this purpose. Any
Examinee found with incriminating Documents
in his/her possession— he/she will be Expelled.

10. All rough work must be done in the page
provided in the Question-Answer-Booklet, and the
said Page of the Booklet must not be torn out.

11. No Examinee will be allowed to leave the
Examination Hall until an Hour has elapsed from
the commencement af the Examination.

12. As per order of the Executive Council all Answer
Scripts will be preserved for one year from the

date of Publication of Results.
~
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1. What is a ‘Retail Credit Facility’?

(A) Loan facility to a company for office
decoration

(B) Loan facility to retail customers for
purchasing goods and services

(C) Loan facility to students for pursuing
higher education

(D) Loan facility to educational
institutions for research work

2. What is Credit Sale Agreement?

(A) It is an agreement for the sale of
goods.

(B) Itis arent agreement.
(C) Itis a service agreement.
(D) None of the above

3. What are the details included in Credit Sale
Agreement?

(A) Customer Relationship Management
(CRM)

(B) Customer’s purchase history

(C) Both (A) and (B)

(D) Loan repayment terms and conditions

4. Whatis good in terms of customer loyalty?

(A) Offering credit to customers which
indicates that you respect and trust
them to pay before their due dates.

(B) It relates to the stock management of
the store.

(C) Ttis related to branding.
(D) None of the above

5. What is a security interest in products?

(A) A legal right granted by a debtor to a
creditor over the debtor’s property

(B) It is a bank interest.

(C) Security to prevent products from
getting damaged

(D) None of thefabove
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1. What is a ‘Retail Credit Facility’?

(A) Loan facility to a company for office
decoration

(B) Loan facility to retail customers for
purchasing goods and services

(C) Loan facility to students for pursuing
higher education

(D) Loan facility to educational
institutions for research work

2. What is Credit Sale Agreement?

(A) It is an agreement for the sale of
goods.

(B) Itis arent agreement.
(C) Itis a service agreement.
(D) None of the above

3. What are the details included in Credit Sale

Agreement?

(A) Customer Relationship Management
(CRM)

(B) Customer’s purchase history
(C) Both (A) and (B)

.(D) Loanrepayment terms and conditions

4. What is good in terms of customer loyalty?

(A) Offering credit to customers which
indicates that you respect and trust
them to pay before their due dates.

(B) Itrelates to the stock management of
the store.

(©) Itis related to branding.
(D) None of the above

S. What is asecurity interest in products?

(A) A legal right granted by a debtor to a
creditor over the debtor’s property

(B) Itis a bank interest.

(C) Security to prevent products from
getting damaged

(D) None of thg above
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6. What is the meaning of Credit Check?
(A) Itisa privilege card.
(B) Credit Check is a sort of search

performed by the retailertoevaluatea
customer’s creditworthiness.

(C) Ttisabout customers’ behavior.
(D) All of the above

7. Whatinformationisnot providedina Credit
Check?

(A) Customer’s feedback

(B) Customer’s personal loans
(C) Customer’s mortgage

(D) Customier’s hire purchase

8. What is positive credit reporting?
(A) A security check facility
(B) Itis about customer safety.

(C) Information about current accounts
held by a borrower

(D) None of the above

9. How to get Credit Report?
(A) From shopping malls
(B) From credit bureau like CIBIL
(C) From local Police Station
(D) Néne of the above

10. What is Customer Buying J ourney?
(A) Itis a bank account statement.
(B) Itis about CRM.
(C) Both (A) and B)

(D) It generally includes the stages of
awageness, consideration, purchase
and loyalty.

(4)
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11. What are the features of a Product?

(A) Features of a product describe the
goodwill of the manufacturer.

(B) Features of a product mean only the
dimensions of the product.

(C) Features of a product describe the
terms of loan facility to purchase it.

(D) Features of a product describe the
physical or technical attributes of it.

12. What is Product or Service Features?

(A) Specific  characteristics  or
functionalities that provide value to
users

(B) It’s a customer-retaining program.
(C) It’s all about potential customers.
(D) None of the above

13. What are the Product or Service Benefits to
consumers?

(A) The nature of the product or service

(B) Thecompany’s profit from selling the
product or service

(C) Tax paid to the government by the
company for selling the product or
service

(D) The advantage customers get out of it

14. What is a Product Demonstration?
(A) Itis subject to customer safety.

(B) A Product Demonstration is a
presentation that demonstrates the
value, benefits and uses of the Product
or Software.

(C) Itis about customer care.
(D) All of the above
[~ 4

(5)
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15. Whatare the channels of customer service?
(A) Direct channel
(B) Indirect channel
(C) Hybrid channel
(D) Allof the above

16. What is 24/7 Customer Support?

(A) Around-the-clock customer support
for 6 days out of every 7 days

®B) Around-the-clock custorner support
without any breaks

(C) Customer support from 6 AM to
12 AM for all 7 days a week

D) Around-the-clock customer support
for a specified 7 days a month

17. What is the Customer Rewards Program?

(A) Reward employees for bringing new
customers

(B) The company’s tax-saving tool
(C) A marketing strategy of the company
(D) Providingagiftto potential customers

18. How to follow up with customers
professionally after a Product Demonstration?

(A) Answering customers’ questions
about the demonstrated product

(B) Callingthe customer for lunchtogether

(C) Enquiring about the financial strength
of the customer to purchase the product

(D) All of the above
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19. How to maintain employees’ Health and
Safety in the Retail Store?

(A) Take one month’s leave

(B) Correct employee posture, be aware
of the surroundings, take regular
breaks, report unsafe conditions, wear
the correct safety equipment and
reduce workspace stress

(C) Meet a doctor

(D) Both (A) and (C)

20. What is the definition of health?
(A) It’s all about staff behaviour.
(B) Taking good food

(C) Healthis a state of complete physical,
mental and social well-being and not
merely the absence of disease or
infirmity.

(D) All of the above

21. What is the definition of safety?

(A) Safety is the condition of being
protected from harm or other
non-desirable outcomes.

(B) Take rest at home

(C) It’s all about CDM.

(D) It’s Customer Loyalty Program.

22. Whatis the meaning of Health and Safety in
Retail Stores?

(A) Do regular inventory checks.

(B) In terms of retail stores, it is the
retailer’s responsibility to ensure the
health and safety of workers and any
others who could be put at risk by the
business’s work, such as customers,
visitors, children, young people, or
the general public.

(C) Greetings to the customer
(D) None of the a;mﬁbove

(7)
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23. What are the factors to keep in mind while
undertaking Health and Safety measures inaRetail
Store?

(A) Abiding by the safety laws, risk
assessment, ergonomics and air
quality

(B) Good food quality

(C) Clean atmosphere

(D) All of the above

24. What is a Risk Report at a Retail Store?
(A) To call a doctor
(B) Report about hospitalization

(C) A Risk Report is a summary that
describes the potential risks that a
retail store may face.

(D) Both (A) and (B)

25. How effective is the Retail Company at
handling potential risks?

(A) Very effective
(B) Less effective

(C) Fivecommon strategies for managing
risk are avoidance, retention,
transferring, sharing and loss
reduction.

(D) None of the above

26. What are the Safety and Health risks at a
Retail Store?

(A) Nerve disease

(B) Slips, trips and falls
(C) Infection in the eyes
(D) All of the above

27. How to control the risks at the workplace? }

(A) By welcoming the customer

(B) Greet the potential customers

(C) Redesigning the job, replacing the
& materials, machinery or process

(D) Both (A) and (B)
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28. What is the ‘Daily Risk Assessment’ at a
Retail Store?

(A) Assessing the risk of falling objects

(B) Checking the wall painting

(C) Assessing the risk of workers’ health
problems

(D) Assessing the risk of cyber-éttack

29. What is the ‘Weekly and Monthly Risk
Assessment’ at a Retail Store?

(A) Assessingthe potential risks of regular
staff meetings

(B) Assessing potential risks in regular
customer interaction

(C) Assessing potential risks because of
something new

(D) Both (A) and (B)

30. What are the main hazards and risks for
customers?

(A) A heavy rainfall

(B) Slips and falls on the retail store floor
and tripping over cables or packaging
left on the retail store floor

(C) Strong sunlight

(D) All of the above

31. How to practice the Retail Store Product
Demonstration?

(A) Practice in a recording studio.

(B) Practice by all store staff.

(C) Rehearsing or practicing the product
demonstration is crucial for
troubléshooting and ensuring
everyone is prepared for the live
launch.

(D) All of the above
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32. What is a Product Demonstration?
(A) Display of money
(B) Customer Loyalty Program
(C) Security program of a Retail Store

(D) A Product Demonstratlon is a
component of asales strategy inwhich
companies highlight the value of a
product or service to potential
customers.

33. Whatisan ‘experiential retail sale strategy’?
(A) It’s a horror movie.

(B) The store demonstration and product
sampling are usually part of a broader
experiential retail sales strategy and
have always been a part of retail sales.

(C) A retail textbook
(D) An economical system

% 34. How to prepare the demonstration areain a
Retail Store?

(A) Build a big stage
(B) Make the stage on a roadside.

(C) Brands and retailers use in-store or a
particular demonstration area for
demos to engage with prospective and
existing customers by providing a
human touch and letting shoppers
experience and test products before
they buy them.

(D) Both (A) and (B)

35. What is the primary goal of a Product
Demonstration?

(A) The primary goal of a Product
Demonstration is to provide potential
customers with a clear understanding

. of what the product does and how it
can benefit them.

(B) To get a good profit
(C) To give a free sample
(D) Both (B) and (C)
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36. Where to conduct the Product 36. o 2R I ARSI TR 2
Demonstration?

D= 1

e )

(A) In arailway station

(B) Product Demonstrations are usually
done in large retail stores like
departmental stores, discount stores,
supermarkets and shopping ma]ls.

(C) Inazoo

(D) In a football stadium

37. What are the different types of Product
Demeonstrations?

(A) In-store Product Demonstration
(B) In-home Product Demonstration

(C) Trade shows and fairs, Demonstration
using TV and online advertisement

(D) All of the above

38. How tohandle an accidentin a Retail Store?

(A) Offer medical assistance

(B) Remove the person, he or she may be
a customer or an employee, from the
area or clear the area around them

(C) Register an accident report in the’

accident record book
(D) All of the above

39. What are the reasons for accidents in a
Retail Store?

(A) The customer is not careful.

(B) Leaky ceilings may cause wet spots
on the floor and narrow walkways.

(C) Normal floor conditions -
(D) All are in gooad condition.
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40. How to respond to accidents and
emergencies in a Retail Store?

(A) Prevention
(B) Remain calm

(C) Follow protocols and provide basic
first aid

(D) All of the above

41. What must the emergency action plan
communicate?

(A) Call the Police
(B) Call a Doctor

(C) Procedures foremergency evacuation,
including the type of evacuation and
exit route assignments

(D) Both (A) and (B)

42. What is Human Crisis Management?
(A) It’s a Customer Loyalty Program.

(B) Human Crisis Management means
managing the crisis beforehand,
arising out of human or-man-made
disasters like fire, riots, etc.

(C) 1t’s a Customer Demonstration.
(D) All of the above

43. What does CISO stand for?
(A) Chief Information Security Officer
(B) -Chief International School Official
(C) Central Information Street Officer
(D) Both (B) and (C)

-4
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44. The purpose of retail business is to

(A) to go for a partnership

(B) to make maximum promotion
(C) to extend to other localities

(D) to offer products and services |

45. The Retail Store changes format to suit the
requirements of

(A) wholesalers
(B) producers
(C) consumers
(D) taxpayers

46. Under organized retailing, the most
common feature is that

(A) the number of brands and products is
large

(B) purchases are on a credit basis

(C) few employees exist

(D) All of the above

47. Retail Store sales of goods and services
from individuals to

(A) end-user

(B) consumers *
(C) ultimate user
(D) All of the above
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48. Why is there a need to have skillful sales
associates?

(A) For displaying merchandise
(B) For interacting with customers

(C) For promoting loyalty among
customers

(D) All of the above

49. The ability toreadily listen toacomplaining
customer and to understand him or her comes
under which skill?

(A) Patience

(B) Attentiveness

(C) Communication skills
(D) Resilience

50. Skill is a(n) __ .
(A) inborn ability
(B) learned ability
(C) Both of the above
(D) None of the above

51. Which of these is not a skill?
(A) Carpentry
(B) Reading and Writing
(C) Cooking
(D) Rising up

52. Which of these is a specific skill?
(A) Teamwork
(B) Time management
(C) Barber work
(D) None of the above
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53. Which of these is an essential step in skills
development?

(A) Taking stock of yourself
(B) Creating a plan

(C) Creating an environment for
development

(D) All of the above i

54. While giving information to the customers,
asales associate mustbe with the customer.

(A) polite and friendly
(B) angry

(C) rude

(D) None of the above

558 deay, continues tobe an important
tool for both consumers and manufactures.

(A) post-sales service support
(B) phone call

(C) customer data

(D) trust

56. A "to customers is a business
necessity today, to attain customer loyalty.

(A) support
(B) sale
(C) promise
(D) retail
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57. The main objective of a Credit Check is to
manage the risk of

(A) Bad Debts

(B) Credit Sales

(C) Cash Sales

(D) None of the above

58. A high credit score provides
(A) low creditworthiness
(B) high creditworthiness
(C) moderate creditworthiness
(D) None of the above '

59. Extreme environmental conditions include

(A) summer heat
(B) cold

©) wet

(D) All of the above

60. Risks which turn into emergencies at a
Retail Store include

(A) uneven flooring
.(B) spills

(C) misplaced boxes
(D) All of the above
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