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Name of the student _________________________________________________________ Section _______ 

GENERAL INSTRUCTIONS: 

• Please read the instructions carefully. 

• This Question Paper consists of 24 questions in two sections: Section A & Section B.   

• Section A has Objective type questions whereas Section B contains Subjective type 

questions.  

• Out of the given (6+18=) 24 questions, student has to answer (6+11=)17 questions 

in the allotted (maximum) time of 3 hours. 

• All questions of a particular section must be attempted in the correct order.  

SECTION A – OBJECTIVE TYPE QUESTIONS (30 MARKS):  

• This section has 06 questions. 

• There is no negative marking.  

• Do as per the instructions given.  

• Marks allotted are mentioned against each question/part.  

SECTION B – SUBJECTIVE TYPE QUESTIONS (30 MARKS):  

• This section contains 18 questions. 

• A candidate has to do 11 questions. 

• Do as per the instructions given.  

• Marks allotted are mentioned against each question/part.  

• Answer of the MCQ must be written completely along with the correct option. 

 

SECTION A: OBJECTIVE TYPE QUESTIONS 

Q. 1  Answer any 4 out of the given 6 questions on Employability Skills.   (4 x 1=4)  

i Where is the footer created in LibreOffice Writer? 

a) At the bottom of each page          b) In the middle of each page 

c) At the top of each page                  d) On the left side of each page 

1  

ii What is the potential risk for an entrepreneur of being over-confident? 

a) It may lead to improved customer relationships. 

b) It may cause the entrepreneur to take shortcuts, like selling a low-quality product or 

over-charging customers. 

c) It helps the entrepreneur maintain customer trust. 

d) It encourages the entrepreneur to constantly seek customer feedback. 

1  

    iii  Suresh goes to the gym daily for 4 hours and does weightlifting because he wants to win the 

body-building competition. Which type of motivation is Suresh experiencing? 

a) Internal Motivation: Love   b) External Motivation: Reward 

c) External Motivation: Passion  d) Internal Motivation: Recognition 

1  

    iv  _______________ are ideas, views , or fixed ways of thinking.     

a) Gestures  b) Perspectives  c) Barriers  d) None of the above 

1  
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v Match the following policies with their main objective:  

A B 

1. National Solar Mission a. Sanitation and cleanliness 

2. Green India Mission b. Clean energy 

3. National Policy on Skill Development and 

Entrepreneurship  
c. Protecting forest cover 

4. Swachh Bharat Abhiyan       
d. Skill development on a large scale with 

high quality standards 

a) 1. c , 2. b, 3. d, 4. a         b) 1. b , 2. d, 3. c, 4. a       

c) 1. b , 2. c, 3. d, 4. a    d)  1. c , 2. b, 3. a, 4. d     

1  

   vi  What does being ‘self-aware’ or understanding ‘Who am I’ primarily involve? 

a) Knowing your name and qualifications. 

b) Recognizing your inner strengths, hidden talents, skills, and weaknesses. 

c) Focusing on the relationships you have with others. 

d) Understanding your external appearance and personality. 

1  

Q. 2  Answer any 5 out of the given 7 questions.      (5x1 = 5)   

i What is the primary purpose of conducting a credit check in a retail store? 

a) To increase the number of customers in the store. 

b) To evaluate a customer's ability to repay credit and reduce the risk of bad debts. 

c) To assess the quality of products sold in the store. 

d) To determine the store’s profit margin. 

1 

ii  A risk assessment examines the _____________ conditions at a workplace. 

a) uneven flooring  b) spilled c) misplaced boxes  d) hazardous 

1  

iii  ___________sale refers to sales made to other business rather than individual consumers.   1  

iv  The credit requisition document requires information about the ___________________. 

a) items which are not desired  b) desired items or services 

c) general information   d) None of the above 

1  

v  Before retail firms extend credit to customer, it is the best practice to check the prospective 

customer’s ____________ . 

a) profile of the customer b) credit history c) background  d) none of these 

1  

vi  ________ and recording of accidents and emergencies are legal requirements for a retail store.  1 

vii  Define Credit Sale agreement.  1 

Q. 3  Answer any 6 out of the given 7 questions.     (6 x 1 = 6)  

i STATE TRUE OR FALSE:-  

‘Window display includes many promotion techniques, such as mass display, store loyalty 

cards, etc.’ 

1  

ii  _______________________ is a process for managing the prevention of work-related injuries and 

diseases at the workplace. 

1  

iii  Write any  two elements of contract of sale. 1  

iv  How would you define OHS (Occupational Health and Safety)? 1  
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v  Which type of customers are normally new in the industry and most of the times visit 

suppliers only for confirming their needs on products?  

a) Loyal customer b) Wandering customer c) Impulsive customer      d) None of these 

1  

vi  What benefit does a high credit score provide? 

a) low creditworthiness   b) high creditworthiness  

c) moderate creditworthiness  d) None of the above 

1  

vii  What does the term ‘PPE’ stand for in the context of workplace safety?   

a) Personal Protective Equipment  b) Prevention of Potential Emergencies 

c) Protective Product Evaluation  d) Primary Prevention Exercises 

1 

Q. 4  Answer any 5 out of the given 6 questions .     (5 x 1 = 5)  

i The technique in which a sales associate assumes that the customer visiting the store will 

definitely buy the product is called __________________. 

a) natural close b) summary close c) alternative close d) None of the above 

1 

ii  Which of the following is not an example of a physical hazard in the workplace? 

a) Loud noises     b) Stressful deadlines c) Slippery floors      d) Extreme temperatures 

1 

iii  State True or False:  

‘Maintaining records of customer information enables re-examination of processes and 

decisions’. 

1 

iv  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 

1 

v  A _________ must understand a product’s features, benefits, and its ability to solve his/her 

problems before making a purchase. 

a) Customer  b) Supplier  c) Cashier  d) Debtor 

1 

vi  Which of the following is the most commonly used floor plan in Indian retail industry and is 

economical as well ? 

a) Diagonal floor plan  b)  Straight floor plan 

c) Angular floor plan   d) Geometric floor plan 

1 

Q. 5  Answer any 5 out of the given 6 questions.      (5 x 1 = 5)   

i State whether the following statement is True or False. 

‘When customers have any issues that need to be resolved, they cannot approach a sales 

associate’. 

1  

ii Explicit characteristics of a product refers to______________________.  

a) the existence and attributes of the product    b) nature and attributes of the product  

c) both a) and b)                                                   d) none of the above 

1  

iii  Match the Column: 

Column A             Column B 

1. First-aid Kit.  A. Senses smoke as an indicator of fire 

2. Fire extinguishers B. Basic requirement when an injury occurs 

3. Smoke detector C. Visual cues to divide spaces and highlight hazards 

4. Floor markers D. Used to prevent and extinguish small fires 

a. 1 - B, 2 - D, 3 - A, 4 – C    b. 1-C,2-A,3-D,4-B     c.1-D,2-C,3-A,4-B     d. 1-A,2-C,3-B,4-D 

1 
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iv Indirect sales are the sales of a good or service by a  ___________________.  

a) manufacturer  b) seller  c) third-party  d) none of the above 

1  

v  Match the following types of retailing with their correct descriptions: 

Type of Retailing Description 

(1) E-retailers 
(a) A machine from which products are sold through a payment 

slot. 

(2) Vending machines (b) Self-service kiosks in heavily trafficked locations, open 24/7. 

(3) Automated retail 

stores 

(c) Consumers can buy goods or services directly over the 

internet from a seller. 

(4) Consumer 

cooperatives 

(d) Enterprises owned and managed by consumers to fulfill their 

needs. 

A) 1 - (b) ,2- (d), 3 - (a),4 - (c )       B)  1 - (d) ,2- (a), 3 - (b),4 - (c)              

C)  1 - (a) ,2- (c), 3 - (d),4 - (b)        D. 1 - (c) ,2- (a), 3 - (b),4 - (d) 

1  

vi Which of the following is NOT a recommended approach for a sales associate when dealing 

with an angry customer? 

a) Apologize sincerely and offer a personal apology for the inconvenience. 

b) Sympathize with the customer by acknowledging their feelings. 

c) Ignore the customer's emotions and focus only on resolving the issue. 

d) Accept responsibility for the customer's dissatisfaction, even if the issue wasn’t the  

 associate’s fault. 

1  

Q. 6  Answer any 5 out of the given 6 questions.      (5 x 1 = 5)  

i What is meant by personalization?  1  

ii Which of the following is NOT a responsibility of a sales or customer service associate? 

a).  Interact with customers via phone, email, or face-to-face in various settings. 

b)  Work directly with customers only in the store, avoiding online interactions. 

c) Resolve customer issues, such as incorrect pricing or returns. 

d)  Listen to customers carefully to solve their problems quickly and effectively.  

1  

iii Which of the following is NOT a responsibility of a retailer or sales associate? 

a)  Providing customer services like home delivery, gift wrapping, and after-sales services. 

b)  Creating a convenient, comfortable, and pleasant shopping experience for consumers 

 through a friendly environment. 

c) Only focusing on selling products without considering customer needs. 

d)   Providing feedback to producers about customer needs to ensure products meet 

 market demand. 

1  

iv Which of the following contributes to creating a positive shopping experience for 

customers? 

a)  Ignoring customer feedback and focusing solely on selling products. 

b)  Providing customers with a friendly and pleasant environment, including factors like 

 music, lighting, and courteous employees. 

c) Focusing only on product price and disregarding customer service. 

d)   Limiting product availability to reduce inventory costs. 

1  
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v  What is the full form of VPN ? 1  

vi Which skill involves the ability to listen attentively to a complaining customer and 

understand their concerns? 

a) Patience     b)  Attentiveness    c)  Communication skills    d)  Resilience 

1  

 SECTION B: SUBJECTIVE TYPE QUESTIONS 

Answer any 3 out of the given 5 questions on Employability Skills.  (3 x 2 = 6)  

Answer each question in 20 – 30 words.  

 

Q. 7  Mention any four values that make an entrepreneur successful. 2  

Q. 8  What are the four things you will care for and avoid to maintain body hygiene? 2  

Q. 9  Explain any two key reasons why communication skills are important, providing an 

example for each.  

2  

Q. 10   Mention any two advantages of using a word processor. 2  

Q. 11   In what ways can individuals and organisations involved in green economy be categorized 

into major stakeholder groups? 

2  

 Answer any 3 out of the given 5 questions in 20 – 30 words each.  (3 x 2 = 6)   

Q. 12   Mention the four types of promises made to customers by a business.  2  

Q. 13   Write the first four steps involved in a personalised sales support. 2  

Q. 14   What do you mean by customer motivation?  2  

Q. 15   Why do retail firms choose to offer goods on credit? 2  

Q. 16   How should a sales associate handle customer inquiries about defective products? 2  

 Answer any 2 out of the given 3 questions in 30– 50 words each.  (2 x 3 = 6)  

Q. 17   ‘Leela is expected to handle the prospective customers in a different way to convert them to 

users of the firm’s product.’ Explain any three ways she can follow to convince a customer. 

3  

Q. 18   Explain any three Cs of credit. 3  

Q. 19   Write any three differences between condition and warranty. 3  

 Answer any 3 out of the given 5 questions in 50– 80 words each.  (3 x 4 = 12)  

Q. 20   Explain any four ways of collecting information about the customers.  4  

Q. 21   Explain the key elements that should be included in an emergency action plan. 4  

Q. 22   What factors should be taken into account when implementing health and safety measures 

in a retail store? 

4  

Q. 23   Explain in detail, any 4 techniques that encourage customer loyalty. 4  

Q. 24   ‘Raj is a sales associate at an electronics retail store. He has been assisting a customer who 

is interested in purchasing a new smartphone. The customer has shown interest but seems 

hesitant to make a final decision’. With reference to this situation, Explain any four factors 

influencing the successful closing of sales. 

4  

 

 


