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 Que 1:-What are the Goals and Objectives of Maintenance  Organizations? 

Ans1 -The typical goals and objectives for a maintenance organization are listed. 

(a)         Maintaining existing equipment and facilities: This activity is the primary reason for the 

existence of the maintenance organization. The organization gains no advantage from owning equipment 

or facilities that are not operating or functional. This component is the “keep-it- running” charter of 

maintenance. 

(b)         Equipment and facilities inspections and services: These programs are generally referred to as 

preventive and predictive maintenance (PM and PdM). These activities increase the availability of the 

equipment and facilities by reducing the number of unexpected breakdown or service interruptions. 

(c)          Equipment installations or alterations: Installing and altering equipment are generally not the 

charge of the maintenance organization; they are usually performed by outside contract personnel. 

However, maintenance must still maintain the equipment, so they should be involved in any equipment 

installations or alterations. 

Que 2 :- Explain various strategies of Developing Maintenance and Asset Management. 

Ans:- Developing Maintenance and Asset Management Strategies are :- 

1.           Objectives of Maintenance Management 

*            Maximum production at the lowest cost, the highest quality, and within optimum safety standards. 

*            Identify and implement cost reductions. 

*            Provide accurate equipment maintenance records. 

*            Collect necessary maintenance cost information. 

2.           Reducing Costs is Sometimes an Overlooked Aspect of Maintenance: By examining its 

practices, maintenance can usually make adjustments in tools, training, repair procedures, and work 

planning, all of which can reduce the amount of labor or materials that may be required to perform a 

specific job. 

3.           Provide Accurate Equipment Maintenance Records: Providing accurate equipment 



maintenance records enables a company to accurately track equipment in such engineering terms as mean 

time between failure or mean time to repair. 

4.           Developing Performance Indicators for Managing Maintenance: Collecting necessary 

maintenance cost information enables companies to track engineering information. For example, by using 

life-cycle costing information, companies can purchase assets with the lowest life-cycle costs rather than 

lowest initial costs. 

5.           Equipment Service Level: Equipment service level indicates the amount of time the equipment 

is available for its intended service. The amount of service required from the equipment, along with its 

resultant costs, determines the type of maintenance philosophy a company will adopt. 

Que 3What are the waste areas of Inventory? 

Ans 3 : Typical areas of waste in the inventory and purchasing function include: 

1.           Stocking too many spare parts. 

2.           Expediting spare part delivery. 

3.           Allowing shelf life to expire. 

4.           Single line item purchase orders. 

5.           Vanished spare parts. 

Que 4:- Explain different Maintenance Philosophies. 

Ans:-Following are the philosophies of Maintenance:- 

1. Reactive Maintenance: In far too many cases, equipment is run until it breaks down. There is no 

preventive maintenance; the technicians react, working only on equipment that is malfunctioning. This 

approach is the most expensive way to coordinate maintenance. Equipment service level is generally 

below acceptable levels, and product quality is usually impacted. 

2. Corrective Maintenance: Corrective maintenance activities are generated from PM inspections, 

routine operational requests, and routine service requirements. These activities make up the maintenance 

backlog and should be planned and scheduled in advance. This approach is the most cost-effective way to 

perform maintenance, reducing performance costs by 2 to 4 times compared to reactive maintenance. 

When the majority of maintenance activities fall into this category, equipment service levels can be 

maintained. 

3. Preventive Maintenance: Preventive maintenance includes the lubrication program, routine 

inspections, and adjustments. Many potential problems can thus be corrected before they occur. At this 



level of maintenance, equipment service levels enter the acceptable range for most operations. 

4. Predictive Maintenance: Predictive maintenance allows failures to be forecast through analysis of the 

equipment’s condition. The analysis is generally conducted through some form of trending of a parameter, 

such as vibration, temperature, and flow. Preventive maintenance differs from predictive maintenance in 

that it focuses on manual tasks whereas predictive maintenance uses some form of technology. Predictive 

maintenance allows equipment to be repaired at times that do not interfere with production schedules, 

thereby removing one of the largest factors from downtime cost. 

5. Maintenance Prevention: Maintenance prevention activities focus on changing the design of 

equipment components so they require less maintenance. This type of maintenance uses the data gathered 

from the previous techniques to design out maintenance requirements. 

Que 5 Analyze how to communicate the information effectively with the stakeholders. 

Ans 5:- 1. Awareness: The most important communications strategy is to make potential customers aware 

of your store and the products you offer. By advertising in local newspapers and printed directories, like 

the telephone book, you can make it easy for customers to locate your store. The online version of a 

traditional directory. 

2. Relationships: To protect your customer base and increase repeat sales, adopt a communications 

strategy based on a loyalty program. . You can adopt the principles of a loyalty program, without the 

database element, by offering customers vouchers or discounts against future purchases. 

3. Mobile: With increasing numbers of consumers using mobile phones to get information on stores, 

products and local deals, you can develop a mobile merchandising strategy to communicate with 

consumers in your area. By participating in a service such as Foursquare, you can attract and reward 

customers by offering mobile coupons, 

4. Social: A social media communication strategy can help you increase dialogue with your customers and 

get valuable feedback on your products and standards of customer service. You can set up a forum or 

comments page on your website where customers can share their views. 

5. Employees: Don’t forget to include employees in your communications strategy. By keeping them 

informed on developments in the store, special customer offers and other product news, you can be 

confident that they are communicating the right messages to your customers. 

Que 6 What are the characteristics of Effective Contact Strategy? 

Ans 6 Our experience suggests that an effective contact strategy has six key characteristics: 

1.           An effective contact strategy combines customer needs, products, commercial requirements and 

channel skills and capacities. 

2.           An effective contact strategy spans all products and channels and is driven from centralised 

planning that transcends traditional product and organisational silos. 



3.           An effective contact strategy recognises that different channels have different capabilities and, 

therefore, different uses. For instance, it is possible to undertake much more effective relationship building 

in inbound channels than through direct mail. 

4.           An effective contact strategy recognises that the extent of the relationship is different for each 

customer, and that the content, frequency and objectives of customer conversations should recognise 

relationship status. 

5.           An effective contact strategy seeks to find the balance between what’s right for the customer and 

what’s right for the organisation. 

6.           An effective contact strategy aligns incentives and performance goals with commercial objectives 

and customer needs. 

Que 7 :- Explain four critical capabilities in effective contact strategy. 

Ans 7 there are four critical capabilities that need to be put in place in any situation where effective contact 

strategy is a goal: 

1. High performance, fully integrated sales planning based on customer need, relationship status and 

commercial requirements. 

2. Streamlined marketing operations that can routinely drive communications across all channels in the 

full knowledge of customer needs, relationships and contact history. 

3. Highly effective sales and relationship building capabilities within all core channels. By bringing 

together all of the relevant contextual information and aligning sales targets with customer needs it is 

possible to boost cross sales activity and increase customer satisfaction, sometimes by as much as 20%. 

4. Timely and accurate performance management systems that show quickly and accurately not just 

how your bank is performing against plan, but also which elements of the plan are working and which are 

underperforming. 

Que 8 What are the FOUR DIMENTIONS of Contact strategy? 

Or 

What are the ROLE of the following in effective Contact Strategy? 

Ans 8:- This capability has four dimensions: 

1. People and Organisation: The availability of high-calibre, well-trained, motivated people working in 

an effective organisational structure, is essential to successful contact strategy. 

2. Process: Effective business and technical processes are needed to underpin the streamlined marketing 

operations, effective and efficient planning and high quality communications required for effective contact 



strategy delivery. 

3. Information Management: Effective contact strategy is dependent on high-quality information, and on 

well-designed information management systems. 

4. Supporting Technology: A range of supporting technologies will be required to support effective 

contact strategy design and delivery. 

DUTIES & RESPONSIBILITIES OF SALES SUPERVISOR 

Que1 :-Explain the characteristics of a Sales Supervisor. 

Ans 1 :- The characteristics of a Sales Supervisor are:- 

1. Good Recruiter: The ability to recruit good salespeople is one of the key traits an effective sales 

supervisor possesses. 

2. Good Seller: To coach and inspire salespeople, you have to have credibility and a proven ability to sell. 

3. Goal-Setting: sales managers need the ability to help salespeople set goals that are challenging, yet 

attainable. A goal oriented sales manager who works with employees to set sales goals and then reviews 

those goals periodically for success is more likely to see good results. 

4. Coaching: Sales supervisors are typically more like coaches than traditional managers. Especially with 

highly talented sales staff, their primary roles are to help with planning and motivation. 

5. Good Communicator: Salespeople also need strong verbal and written communication skills. 

Que 2:- What are the Duties of Sales Supervisor. 

Ans :- the Duties of Sales Supervisor are:- 

1. To assist the Sales Manager in leading, directing and motivating the sales team in order to achieve the 

overall corporate sales objectives. 

2. To assist the Sales Manager in revising and implementing the sales strategies plans. 

3. Deliver positive feedback, Employee Rewards and Customer Recognitions to employee. 

4. Communicate all employee relations issues, concerns, and incidents to Sales Manager. 

5. Monitors calls, provide feedback to reps and assist reps on sales %, install %, and quality assurance 

goals. 

6.Handle customer issues, resolution and communicate escalated issues to the Sales Manager. 

Que 3:- What are the Functions of Sales Manager? 

Ans:- 1. Managerial / Executive Functions 

The main function of the sales manager is the management of sales operations including sales programmes 



and sales personnel. The management of sales programmes includes establishment and developing short-

term and long-term sales policies and sales objectives, in consultation with other heads of related 

departments. 

2. Administrative Function 

The administrative head of sales department is Sales Manager who is having full control over the staff of 

the department and administering the sales office. 

3. Miscellaneous Functions 

1. Maintenance of cordial and effective relationship with the heads of other department within the 

company. 

2. To ensure that long-term customer relationship is maintained so as to achieve the goals of the enterprise. 

3.To conduct selling personally so as to increase the sales volume. For this purpose he plans, develops and 

implements the field sales strategy, supervisor the sales personnel and coordinates and controls the sales 

efforts of sales personnel. 

Que 4 :- Explain the Duties of Hotel Supervisor. 

Ans:- General Duties: The supervisor assists with and oversees guest check-in and check-out of the hotel. 

The supervisor ensures that all front desk employees engage politely and attentively with incoming and 

departing guests. She assists with cashier functions, including taking large cash amounts and handling 

invoices for groups and large parties. 

Guest Services: Always be attentive and compassionate to guest requests and complaints, the supervisor 

is one of the first people besides the manager on duty to respond to guest requests. The supervisor follows 

up with guest requests and reports more complicated needs like negotiating prices and rooms to hotel 

management. The supervisor also directs guests to areas in the hotel and offers services like hotel and 

restaurant tours and booking reservations. 

Que 5 :- Explain the Duties of Front Desk Supervisor. 

Ans:- General Responsibilities: A front desk supervisor hires and trains employees and is in charge of the 

front desk staff. The supervisor is ultimately responsible for ensuring the happiness and satisfaction of the 

guests, including accurate billing services, swift and efficient registration services and fostering a 

convivial and professional atmosphere. 

Daily Duties: Supervisors are responsible for all aspects of record keeping, such as the work schedule for 

the staff, cash accounting for the front desk and paying vendors. The supervisor also acts as the front office 

manager when the manager is not in the office. 



Que 6 :- Explain the Duties of Food & Beverage Supervisor. 

Ans:- Job Responsibilities: A food and beverage supervisor attends to customer complaints or issues, 

resolving matters as expediently as possible. Supervisors also oversee food preparation, food storage and 

dining areas, ensuring that the facility remains in compliance with safety regulation and health codes. A 

food and beverage supervisor performs the duties of a human resources manager, recruiting, hiring, 

training and terminating staff members. Performance management and disciplinary actions are 

administered as required. Supervisors also schedule employees for work. 

Personal Qualities Essential for Success: To successfully perform the duties of a food and beverage 

supervisor, an individual must possess a drive to provide exceptional customer service. Supervisors must 

be reliable and self-motivated. Supervisors must be excellent communicators. 

Que 7 :- Explain the Duties of Hospitality Floor Supervisor. 

Ans:- Skills: Becoming a hospitality floor supervisor requires 4 to 5 years of experience and a background 

in housekeeping and hotel management. Customer service skills are necessary to perform this job. 

Responsibilities: Responsibilities include managing the hotel, assisting in the training of front desk 

workers and producing financial statements. 

Guest services: Ensuring guest satisfaction is critical, as is promoting great customer service and 

maintaining and implementing all hotel standards and policies. 

Safety and security: The hospitality floor supervisor follows all mandated laws in regards to health and 

safety codes, promotes a safe environment and has a strong understanding of policies and procedures. 

Human Resource: The hospitality floor supervisor recruits and interviews potential staff makes sure that 

all employees follow the company’s objectives and documents turnover levels in efforts to reduce them. 

Que 8 :- Explain the Duties of Housekeeping Supervisor. 

Ans:- 

1. Hire and Train New Employees: In some cases, the housekeeping supervisor would have to review job 

applications, interview candidates, hire and train them. The supervisor would also show the new 

employees the different tasks that must be completed by the end of the day and answer any questions they 

may have. 

2. Tours the Area: Housekeeping supervisors also check their employees’ work by visiting the assigned 

rooms and making sure that the tasks were completed correctly. For example, the supervisor in a hotel may 

inform an employee that some of the toilets weren’t cleaned thoroughly. 

3. Cleaning Duties: The housekeeping supervisor also performs cleaning duties. For example, a hotel 

housekeeping supervisor may spend part of the day washing towels and bringing clean ones back to the 

rooms, and then spend the rest of the day replacing trash bags. 

4. Training: A housekeeping supervisor usually has a high-school diploma and often starts out as a 



housekeeper but gets promoted to this position after a few months on the job. The supervisor may be 

required to take company sponsored courses that focus on housekeeping techniques. 

Que 9 :- What are the Responsibilities of Sales Supervisor? 

Ans:- the Responsibilities of Sales Supervisor are:- 

1. Orients, trains, schedules, monitors, evaluate and provide direction to store staff and volunteers; 

complete time sheets and attendance records. 

2. Promotes the store by performing duties such as placing advertisements in newspapers, on radio and 

television and attending trade shows. 

3. Purchases products for sale and purchases supplies. 

4. Performs product inventory in accordance with established policies and maintains related records. 

5. Greets and assists customers with product selection. 

6. Prepares and makes bank deposits; maintains financial records such as the daily journal. 

7. Maintains the cleanliness of the store by ensuring that maintenance duties are completed and by 

performing duties such as cleaning windows, sweeping floors and dusting product shelves as required. 

8. Performs other related duties as required. 

Que 10 What are the Responsibilities of Sales Manager? 

Ans : the following Responsibilities of Sales Manager are as follows:- 

1. Responsibility to self:- 

– To have knowledge of latest marketing techniques. 

– To have detailed knowledge of the products. 

2. Responsibility towards Organization: 

-To maintain and also increase the goodwill of the enterprise among his customers. 

– To prepare the records and reports etc. of his department regularly and present the same before the top 

management accordingly. 

– To take steps of reducing sales cost. 



3. Responsibility towards customers. 

– To explain to the customers the advantages that they can have by keeping themselves in touch with the 

company. 

– To provide information to the customers about the miscellaneous uses of the products. 

4. Responsibility towards his staff 

– To explain the techniques of presenting the products in such a way before the customers  which is less 

time consuming, cheaper and more effective? 

– To provide the detailed knowledge about the products. 

5. Miscellaneous. 

– Responsibility as to maintenance of public relations. 

– Responsibility as to office management 

Que 11:-  What are the key leadership attributes for current and prospective leaders in the retail 

sector? 

Ans:-  The key leadership attributes for current and prospective leaders in the retail sector include:- 

1. Personal Effectiveness: The ability to understand and manage self, show empathy and manage 

relationships. 

2. Drive: The ability to inject high energy and enthusiasm into achieving results. 

3. Communication: The ability to use effective communication to build relationships and enable others to 

deliver results. 

4. Credibility: The ability to lead by example and be a role model for others. 

5. People Developer: The ability to coach, mentor and build the capabilities of people. 

6. Inspiration: The ability to inspire and motivate others to perform at their best. 

7. Strategy: The ability to set direction and create possibilities. 

8. Managerial/Technical Skills: The ability to utilise management skills to run the business. 

9. Entrepreneurship: The ability to “think outside the square” in order to create new opportunities for the 



business. 

E-Retailing logistics 

Que 1 What is E-Retailing? 

Ans:- 1 E – retailing means selling products online via internet and giving various payment option to 

customers and deliver the products at customer‟s desired location. 

Que 2:- What are the advantages of E-Retailing? 

Ans:-Advantages of e-retailing for Retailers 

1.  Location is unimportant. 

2.  Size does not matter. 

3.  Saves on the wages and premises costs. 

Advertisements 

REPORT THIS AD 

4.  Reach a larger audience. 

5.  Higher disposable income profile than average. 

6.  Accepts orders 24-hours a day. 

More opportunities for 

– CRM and micro-marketing. 

– Cross and up-selling. 

Que 3:- What are the disadvantages / shortcomings of E- Retailing? 

Ans:- Disadvantages of e-retailing for Retailers 

1.  May lack know-how and technology. 

2.  Substantial set-up, investment and ongoing costs. 

3.  Complex logistics of fulfillment. 



4.  Uptake slows for goods selected by taste or smell. 

5.  Less impulse purchases. 

6.  Legal problems. 

7.  Less role for traditional high street retail expertise. 

8.  Pressure on margins and prices in-store. 

9.  After-sales care difficulties. 

Que 4 :- Identify relevance of Information and Communication Technologies (ICT) in e-

retailing. 

or 

Explain the importance of ICT. 

Ans:- Business to Business (B2B) transactions comprise 95 percent of all e commerce. ICTs have 

been particularly influential in the retail of services. The Internet has allowed companies to out source 

activities and services to more cost-effective locations or access new clients in foreign markets.Rapid 

growth in retail activities and increasing consumer base is resulting in an increased amount of daily 

transactions, thereby forcing retail players to implement IT services. 

Que 5:- Identify the factors responsible for the success of e-retailing. 

Ans:- Following are the success factors for e-retailing with special focus on managing e-retailing site: 

1. Search Engine Optimization:- 

a) Google sitemaps help webmasters to get their new stuff crawled by Google bot faster than before. 

b) Auto-generated keyword-rich URLs based on product and category names. 

2. Site Management 

a) Automatic upgrades when hosted in data center. 

b) Entries can be posted with an expiry date to display content that will automatically expire; ideal for 



mentioning sales and specials, etc. Advanced content management system for informational pages. 

3. Marketing Promotions and Tools 

a) Entries can be sorted by Recent, Most Commented, Most Viewed. 

b)  Multi-tier pricing for quantity discounts. 

c)  RSS feed allow users to subscribe to your content feeds. 

d)  Support for multiple product feeds. 

4. Shopping Cart 

a) Customer management. 

b) Product management. 

c) Variety of payment and shipping modules. 

d) Order receipt emails. 

5. Checkout 

a) Automatically apply customer balance to order. 

b) Sales tax by state, country, municipality based on zip code. 

6. Content Managed Pages 

a)  Add unlimited pages to your website. 

b)  Customizable navigation. 

c)  Organize your pages into unlimited sections (categories). 

7. Reporting 

a)  Sophisticated ready-to-go reporting, no need to add any code to your web pages. 

b)  Track abandon rates and where customers abandon in online shop. 

c)  Tracking Sales, Payment, Shipping Options and discount Codes. 



d)  Report on Detailed visitors including new Vs returning. 

e)  Products can be searched/filtered and added to the order. 

Que 6 Explain the process/procedure of Product Delivery. 

Ans:-6 Once a payment has been accepted, the goods or services can be delivered in the following 

ways: 

1 Downloading: The method often used for digital media products such as software, music, movies, 

or images. 

2. Drop shipping: The order is passed to the manufacturer or third-party distributor, who then ships 

the item directly to the consumer, bypassing the retailer‟s physical location to save time, money, and 

space. 

3. In-store pick-up: The customer selects a local store using locator software and picks up the 

delivered product at the selected location. This is the method often used in the bricks and clicks-

business model. 

4. Printing out: A provision of a code for, or e-mailing of such items as admission tickets and scrip 

(e.g., gift certificates and coupons). 

5. Shipping: The product is shipped to a customer-designated address. 

6. Will call, lCOBO (In Care Of Box Office), or “at the door” pickup: The patron picks up 

prepurchased tickets for an event, such as a play, sporting event, or concert, either just before the 

event or in advance. 

E-Marketing 

Que 1 :- Explain the   Meaning of e-marketing. 

Ans:- E-marketing must be defined to include the management of the consumer‟s online experience 

of the product, from first encounter through purchase to delivery and beyond. Digital marketers 

should care about the consumer‟s online experiences for the simple reason that all of them good, 

bad, or indifferent influence consumer perceptions of a product or a brand. The web offers 

companies‟ ownership and control of all interactions with customers and thus creates both the ability 

and the need to improve their overall experience. 

Que 2 :- Explain various objectives/attributes of e-marketing. 



Ans :-The various objectives of e-marketing are as follows:- 

1. One-to-one approach: The targeted user typically browses the Internet alone, so the marketing 

messages can reach them personally. 

2. Appeal to specific interests: E-marketing places an emphasis on marketing those appeals 

according to age group, gender, geography, and other general factors. 

3. Geo targeting: Geo targeting (in internet marketing) and geo marketing are the methods of 

determining the geolocation (the physical location) of a website visitor with geolocation software, and 

delivering different content to that visitor based on his or her location, such as country, region/state, 

city, metro code/zip code. 

4. Different content by choice: A typical example for different content by choice in geo targeting is 

the FedEx website at FedEx.com where users have the choice to select their country location first 

and are then presented with different site or article content depending on their selection. 

5. Automated content: With automated different content in internet marketing the delivery of 

different content based on the geographical and other personal information is automated. 

Que 3  :- Explain the types of E-mail Marketing. 

Ans :-E-mail marketing can be carried out through different types of e-mails: 

1. Transactional e-mails: Transactional e-mails are usually triggered based on a customer‟s action 

with a company. Triggered transactional messages include dropped basket messages, purchase or 

order confirmation e-mails and e-mail receipts. 

2. Direct e-mails: Direct e-mail involves sending an e-mail solely to communicate a promotional 

message. 

Que 4:- What are the Advantages of E-marketing? 

Ans :  1.In any business organization, advertisement cost constitutes a major expense in the 

operations of the business organization. 

2. Due to the popularity of the Internet in the modern world, almost all organizations have a website. 

Making good use of the website can significantly reduce the cost of advertisement. 

3. The ability of the organization to track the rate of return on investment. For example, click through 

feedbacks as well as responses to e-mails from customers enable the organization to rate the 



effectiveness of their marketing strategies. 

4. The instant delivery of the message enables organizations to make their marketing campaigns 

faster and facilitates immediate responses or communications between the customer care 

department and the customers. 

5. It enables an organization to personalize messages or more effectively select the targeted 

clientele. For example, different electronic marketing strategies can be employed for the youths, 

professionals and other categories of customers. 

6. It can easily and effectively be integrated with the traditional marketing strategies. For example, a 

brief advertisement on the print media can guide a potential customer to the company‟s website for 

more detailed information on the product. 

Que 5 :- What are the Disadvantages of E-marketing? 

Ans:- 1. Electronic marketing is limited by the ability of the consumer to access and use Internet 

services. Although there is an increased popularity of Internet services in the modern world, a large 

number of consumers are unable to use or have no access to Internet services. 

2. It is important to note that spam filters that have become very essential to majority of the users are 

a major limitation to the effectiveness of e-marketing. There are concerns over the high number of 

commercial messages being filtered because the spam filters consider them illegitimate. 

3. It has intensified competition which is a major barrier to new entrants in the global market. 

Que 6 : Explain the Seven C’s of E-marketing? 

Ans: As opposed to the 4 Ps of brick-and-mortar marketing, the changing outlook in the area of 

emarketing can be explained on the basis of 7 Cs of e-marketing. 

1. C1 – Contract: The e-marketer‟s first goal is to communicate a core promise for a truly distinctive 

value proposition appealing to the target customers. 

2. C2 – Content: refers to whatever appears on the website itself and on hot linked websites. If 

chosen appropriately, it can increase both the rates at which browsers are converted into buyers and 



their transactions. 

3. C3 – Construction: The promises made by e-marketers are not unique to the Internet, but the 

medium‟s interactive capabilities make it easier for them to deliver on their promises quickly, reliably, 

and rewardingly. 

4. C4 – Community: Through site-to-user and user-to-user forms of interactivity (such as chat 

rooms), e-marketers can develop a core of dedicated customers who become avid marketers of the 

site too. 

5. C5 – Concentration: Targeting through online behavioral profiling. Advertisers have known for 

some time that behavioral targeting (a.k.a., profiling) is vastly superior to simple demographic 

targeting. Knowledge of a consumer‟s past purchases interests, likes/dislikes, and behavior in 

general allows an advertiser to target an advertisement much more effectively. 

6. C6 – Convergence: We will soon enter the next round of the e-marketing battle as broadband 

reaches the masses. 

7. C7 – Commerce: The last emerging fundamental of e-marketing is commerce, whether it includes 

offering goods and services directly, or marketing those of another company for a fee, thus helping to 

cover the fixed costs of site operations and to offset customer acquisition costs. 

Que 7  Difference between Traditional Marketing & E-marketing. 

Ans: 

The 

Differences 
E-Marketing Traditional Marketing 

Contact 

Interactive ease of communication and direct 

customer contact received a referrer of 

customers in terms of requests and inquiries and 

complaints. To ensure continuous interaction 

with them. 

Contact from one side 

Relationship Build long-term. Implementation of one deal. 

Display of 

goods 

Offering goods or services you want to 

marketing via its website no matter the number 

or variety. 

Cannot be done in the 

traditional marketing if the 

amount of space does not 

permit this. 

Information 
Provide them with information of value for 

goods and services directly. 

The limited information 

provided about the product 



or services. 

Cost 
Methods of digital marketing is less expensive 

and easy in implementation. 

Traditional marketing 

methods more expensive. 

Target 

customers 
Accessible to the client where the target was. 

Difficulty in reaching the 

targeted customers. 

Band 

Digital marketing open field in front of 

everyone no matter their experience or their 

potential to market their goods without 

distinction between capital companies and the 

average person or small company Ltd. 

Limited range. 

Promotion 

Helping customers to access you out of local 

border to international markets is unlimited. 

Thereby bypassing the territorial limits of his 

whereabouts which ensure a more popular for 

that good or service. 

Specified for that particular 

time and place. 

Measuring 

return 
Easy to measure the return on investment. 

Difficult to measure return 

on investment. 

Measuring 

Success 

Evaluate and measure the success of any 

advertising campaign and to identify the 

strengths and. 

Difficult to measure when 

the use of  traditional 

marketing. 

TELEMARKETING 

Que 1 What is Telemarketing? 

Ans :- it is actually a very broad term that applies to a multiplicity of both inbound and outbound 

telephone marketing. The often quoted growth in telemarketing is due largely to the huge increase in 

the number of call centres handling high volume inbound and outbound business/consumer calls. 

This work includes for example, handling responses to an advertising campaign, or calling existing 

customers to offer additional services. 

Que 2 Discuss the Importance of Telemarketing. 

Ans:- 

1. Telemarketing delivers reliable information quickly, allowing your sales team to make the most 

effective use of their time. 



2. Telemarketing is a completely interactive medium. It is an excellent way to speak to the right 

people and let them know exactly who you are and what you do. 

3. Personalization is known to increase success rates by three times more than non personalized 

messages. Also 80% of customers like to do business by phone. 

4. Telemarketing is very effective when integrated. Using telemarketing to follow up the leads 

produced from an e-mail marketing campaign will increase the leads by at least ten fold. 

Que 3 Identify the advantages and disadvantages of telemarketing. 

Ans:- ADVANTAGES ARE: 

1. Provide a more interactive and personal sale service. 

2. Create an immediate rapport with your customers. 

3. Explain technical issues more clearly. 

4. Generate leads and appointments. 

5. Sell from a distance to increase your sales territory. 

6. Reach more customers than with in-person sales calls. 

7. Sell to both existing and new customers. 

8. Achieve results that are measurable. 

DISADVANTAGES ARE:- 

1. Telemarketing can be resented-particularly when dealing with business-to-consumer customers, 

and when calls are made in the evenings. 

2. Customer lists may not always be clean and opted-out this leaves you with a potential risk of 

breaking the law. 

3. Customer lists can be very costly. 



4. Telemarketing has a negative image that could damage your business‟ reputation – if carried out 

poorly. 

5. Telemarketing has the potential to replace a sales team and this could lead to negative feelings 

among employees. 

6. Training staff can be time-consuming and costly. 

7. You may need to prepare a script. 

Que 4  Analyze the procedure of telemarketing. 

Ans: 1. Telemarketing may be done from a company office, from a call centre, or from home. It may 

involve either a live operator Voice broadcasting which is most frequently associated with political 

messages. 

2. An effective telemarketing process often involves two or more calls. The first call (or series of calls) 

determines the customer‟s needs. The final call (or series prospective customers are identified by 

various means, including past purchase history, previous requests for information, credit limit, 

competition entry forms, and application forms. Names may also be purchased from another 

company‟s consumer database or obtained from a telephone directory or another public list. 

Que: 5 Identify the telemarketing technologies. 

Ans:- 

1. Premise-based Call Centre Technology: Historically, call centres have been built on 

PBXequipment that is owned and hosted by the call centre operator. 

2. Virtual Call Centre Technology: With the advent of the Software as a service technology delivery 

model, the virtual call centre has emerged. 

3. Cloud Computing for Call Centres: Cloud computing for call centres extends cloud computing to 

Software as a service, or hosted, on-demand call centres. 

Que:-6 Explain the functions of B2B Outbound Telemarketing. 

Ans:-6 The most common functions of business to business outbound telemarketing include: 

1. Improving marketing data: At a basic level this may include gathering the contact details of 



decision makers and their usage of products and services relevant to your market. 

2. Tele-cleaning your existing data: It‟s your data, but is it a valuable asset? Only if it‟s clean and 

accurate. 

3. Lead generation: Using a team of dedicated telemarketers to do this tough, up-front work can 

make more cost-effective use of your often highly paid field sales or telesales executives by allowing 

them to focus on closing sales rather than chasing prospects. 

4. Event planning: If you‟re investing money in marketing events – perhaps a seminar to introduce 

your company to likely sales prospects in your target market, or presenting a new product or service 

to potential customers. 

5. Direct mail follow-up: Telephone follow up to mailings is proven to increase returns, by between 

three and seven times as much in some cases. 

6. Point-of-sale promotion: For those distributing products through multiple channels, regular 

contact with distributors or resellers has numerous benefits. 

7. Company profiling: This offers the opportunity to go beyond the type of superficial prospect data 

held by most businesses and gain a full understanding of how potential customers operate. 

8. Customer contact: While all of the above functions are relevant to existing and potential 

customers, there is scope for more creative uses of telemarketing that have particular relevance to 

previous/existing customers. 

Que:-7  Explain the success factors of telemarketing. 

Ans:-  1. Planning: Company needs to consider its budget, its objectives for the volume/quality of 

data they want and their in-house resources, in terms of manpower, skills and equipment compared 

to the cost of using an outside agency. 

2. Telemarketing rarely stands on its own: Organization needs to establish how it integrates with 

its other sales and marketing activities. 

3. Accurate data: As with all direct marketing methods, accurate data is the essential foundation for 

success. 

4. A good script: An effective telemarketing script is actually not a script at all but a guide for the 

discussion that steers the listener in the direction you want him/her to go. 

5. Skilled telemarketers: No matter how well targeted the call is nor how well thought out the script, 

a wooden and inflexible caller will not deliver the goods. 



 INTERNET BUSINESS 

Que 1 What is e-business or internet business? 

Ans:-1 Electronic business, or e-business, may be defined as the application of Information and 

Communication Technologies (ICT) in support of all the activities of business. 

E-business involves business processes spanning the entire value chain: electronic purchasing and 

supply chain management, processing orders electronically, handling customer service, and 

cooperating with business partners. Special technical standards. 

Que 2 What are various subsets of internet business? 

Ans:- 2 

1.Internal Business Systems: 

 Customer Relationship Management (CRM) 

 Enterprise Resource Planning (ERP) 

 Document Management System (DMS) 

 Human Resources Management (HRM) 

2. Enterprise Communication and Collaboration: 

 VoIP 

 Content Management System 

 E-mail 

 Voicemail 

 Web Conferencing 

 Digital work flows (or business process management) 

3. Electronic Commerce: Business-to-business electronic commerce (B2B) or business-to 

consumer electronic commerce (B2C): 

 Internet shop 

 Supply chain management 

 Online marketing 



 Offline marketing 

Que 3 Explain the methods of protecting e-business security and keeping information secure. 

Ans 1. Privacy and Confidentiality: To keep such information secure means protecting any 

electronic records and files from unauthorized access, as well as ensuring safe transmission and 

data storage of such information. Tools such as encryption and firewalls manage this specific 

concern within e-business. 

2. Authenticity: E-business transactions pose greater challenges for establishing authenticity due to 

the ease with which electronic information may be altered and copied. One common way to ensure 

this is to limit access to a network or trusted parties by using a virtual private network (VPN) 

technology. 

3. Data integrity: Data integrity answers the question “Can the information be changed or corrupted 

in any way?” To help with data integrity, firewalls protect stored data against unauthorized access, 

while simply backing up data allows recovery should the data or equipment be damaged. 

4. Non-repudiation: This concern deals with the existence of proof in a transaction. One way to 

address non-repudiation is using digital signatures. A digital signature not only ensures that a 

message or document has been electronically signed by the person, but since a digital signature can 

only be created by one person, it also ensures that this person cannot later deny that they provided 

their signature. 

5. Access control: When certain electronic resources and information is limited to only a few 

authorized individuals, a business and its customers must have the assurance that no one else can 

access the systems or information. Fortunately, there are a variety of techniques to address this 

concern including firewalls, access privileges, user identification and authentication techniques (such 

as passwords and digital certificates), Virtual Private Networks (VPN), and much more. 

6. Availability: This concern is specifically pertinent to a business‟ customers as certain information 

must be available when customers need it. Messages must be delivered in a reliable and timely 

fashion, and information must be stored and retrieved as required. 

Que 4 Explain the Common security measures. 

Ans 1. Physical security: Despite e-business being business done online, there are still physical 

security measures that can be taken to protect the business as a whole. Even though business is 

done online, the building that houses the servers and computers must be protected and have limited 



access to employees and other persons. For example, this room should only allow authorized users 

to enter, and should ensure that “windows, dropped ceilings, large air ducts, and raised floors” do not 

allow easy access to unauthorized persons. 

2. Data storage: Storing data in a secure manner is very important to all businesses, but especially 

to e-businesses where most of the data is stored in an electronic manner. The information should be 

stored in an encrypted format. 

3. Data transmission and application development: All sensitive information being transmitted 

should be encrypted. Businesses can opt to refuse clients who can‟t accept this level of encryption. 

Confidential and sensitive information should also never be sent through e-mail. If it must be, then it 

should also be encrypted. 

4. System administration: Security on default operating systems should be increased immediately. 

Patches and software updates should be applied in a timely manner. All system configuration 

changes should be kept in a log and promptly updated. 

Que 5 Security Solutions 

Ans:- 

1. Access and data integrity: There are several different ways to prevent access to the data that is 

kept online. One way is to use anti-virus software. This is something that most people use to protect 

their networks regardless of the data they have. E-businesses should use this because they can then 

be sure that the information sent and received to their system is clean. A second way to protect the 

data is to use firewalls and network protection. A firewall is used to restrict access to private 

networks, as well as public networks that a company may use. 

2. Encryption: Encryption, which is actually a part of cryptography, involves transforming texts or 

messages into a code which is unreadable. These messages have to be decrypted in order to be 

understandable or usable for someone. There is a key that identifies the data to a certain person or 

company. With public key encryption, there are actually two keys used. One is public and one is 

private. The public one is used for encryption, and the private for decryption. The level of the actual 

encryption can be adjusted and should be based on the information. The key can be just a simple 

slide of letters or a completely random mix-up of letters. 

UNDERSTANDING COMPONENTS OF POINT-OF-SALES 



Que 1 What is point-of-sale in a retail store? 

Ans 1 A retail POS (Point-of-Sale) is the first and last interaction that customers have in a store, and 

it is the center of all phone calls and computer work. „Point-of-Sale‟ refers to the area of a store 

where customers can pay for their purchases. The term is normally used to describe systems that 

record financial transactions. It needs to be functional, inviting and well-designed in order to meet the 

needs of the customers and the employees. 

Que 2 What are the key component of a computerized point-of-sales system? 

Ans 2 

a) Back Office Server : The back office server is the brain. The back office server is essentially the 

main computer where pertinent company information, such as prices and sales reports, are 

programed and stored. 

b) Monitors :- Monitors are essential POS components. The monitor is the screen where sales staff 

views sales information as a transaction is in progress. As items are added, staff can view the list of 

accumulated items, price, tax, savings, subtotals, totals and any other applicable information related 

to the type of business being conducted. 

c) Bar-Code Scanner;- Bar code scanners retrieve coded pricing information using a laser beam for 

various items. These components are often flat glass at the base of the counter near the cash 

register, with a laser beam beneath the glass to capture the bar code. 

d) Cash Drawer:- Most retail POS systems have electronic cash drawers. POS systems at retail 

stores will most often have an electronic cash drawer. It is used to hold money collected for goods or 

services. 

e) Keyboards:- Keyboards is used with the back office server. The keyboard is used to enter items, 

pricing information, updates and all other information essential to running the business. 

f) Printer : One small printer is usually added to the POS system. This component can be 

programmed from the back office server to produce customized receipts or invoices for customer 

use. The printer may also be used for printing sales reports or employee time cards. component can 

be attached to the work station terminal to enable a customer to swipe a credit card at the time of 

payment. 

UNDERSTANDING THE PROCESS OF POINT-OF-SALE 



 

Que 1 Write the correct sequence in completing a POS activity. 

Ans:- Step 1: Scanning the Products 

When you go to the last destination in a retail store, the final action is making payments to what you 

have purchased. You will notice that the person standing at the POS system scan all the products 

with a bar code scanner to log the prices and qualities in their machine. 

Step 2: Receiving Payments 

Merchants use point-of-sale (POS) systems to take customer payments by credit card/debit card or 

cash. Payments are collected immediately in a store that uses a POS system to run the payment. A 

financial tracking system is connected to POS terminals through systems that process credit and 

debit card payments. 

Step 3: Printing the Bill 

POS equipment can print copies of the sale for the customer and the merchant. Exchanges and 

refunds also can be run through the system, and the bill can be printed when a merchant has a 

printer attached to the system. 

Step 4: Cash Drawer 

Merchants running POS systems usually attach a cash drawer to the system to hold the credit card 

receipts. POS systems also tie in cash payments through the same program and open the cash draw 

when each transaction is completed. 

LEARNING POINT OF SALE MARKETING 

Que 1 Define Point of Sale marketing. Or What is POS Marketing? 

Answer 1 :- Point of sale marketing, commonly known as point of purchase advertising, attracts retail 

shoppers at the point-of-a purchase. Point-ofsale marketing utilizes display to catch a shopper‟s 

attention; displays can range from signs and banners to coupon dispensers. 

Question 2 Explain the Types of Point-of-Sale Marketing. 

Answer:-  Point-of-sale displays come in many shapes and forms; regardless of type, they often are 

eye catching and engaging. Traditional displays and signage are the most widely and commonly 

used in retail stores today. These types of POS displays include specific shelf signage, kiosks, 

coupon dispensers and banners. 



Digital signage emerged in the late 2000s and has replaced many traditional print display tactics. 

Free samples or enticing discounts and offers often accompany POS displays. 

Question 3 :- Why is POS marketing important? Or Explain the Importance of POS Marketing. 

Answer 3 Point-of-sale marketing generates new product awareness, trial and ultimately purchase. 

While most shoppers purchase an item they found on the shelf, offers, discounts and samples near 

the point-ofpurchase often lead to shoppers switching brands. 
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