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(ENGLISH VERSION)
INSTRUCTIONS:

1. This question paper consists of objective and subjective types of
guestions. Follow the instructions.

2. Figure in the right-hand margin indicates maximum marks for the
guestions and the number of questions to be attended.

3. The maximum time to answer the paper is given at the top of the
question paper. It includes 15 minutes for reading question paper.

4. Question paper is prepared for 60 marks during evaluation marks
obtained by the students will be converted in to 50%.

5. For part ‘A’ questions only the first written answer will be
considered for evaluation.

PART - A
I. Choose the correct answer 10x1=10
1. Sales associate are responsible for correcting follow up mistakes.
a) Delivery b) Promotional
c) Product d) Rectification
2. Following is remaining a widget for gathering feedback on product sheets is.
a) User voice b) Suggestion box
c) Kampyle d) Face book
3. The first in negotiating with customers is to them whether they are angry or clam.
a) Appeal b) Listen
c) Respond d) Shouting
4. Service qualities include strategies, procedures and performance on.
a) Information b) System
¢) Communicating d) Management
5. The customers are not taking too much time to purchase of products.
a) Shopping products b) Convenience products
c) Specialty products d) Owned products
6. Retailers can us to gather and store customer information.
a) Warranty b) Enquiries
¢) Order forms d) Complaints
7. Many retail organizations have for scheduled display either close the checkout or
by extra high traffic parts.
a) Customer service b) Customer box
¢) Response cards d) Survey organizations
8. Following are the topographies which received negative response only by a scare
a) Key flaws b) Other flaws

c) Key strengths d) Other strengths



V.

9. Following is a superannuation benefits patter that is existing to all salaried workforces.

a) Health & Safety b) Gratuity
¢) Employees provident fund d) Maternity benefits
10. Retail work requires a tall level of teamwork to makes the most of.
a) Productivity b) Customer service
c¢) Training d) Engagement
PART - B

Answer the following questions (Answer any Ten)

11. What is an open ended question?

12. How do you handle the customer problems?
13. Give the meaning of reassuring customer.

14. What is service culture?

15. Write the meaning of customer feedback.

16. What do you mean by E-CRM?

17. Define customer expectations.

18. Who is receiver?

19. List any four services by the retailer to customer.
20. What is service distribution?

21. Give the meaning of social media.

22. How retail workers should dress in retail store.
23. Give the meaning of bullying.

PART -C

Answer the following questions (Answer any Six)

24. Mention any six problems taken by the customer to the store.

25. What are methods to get feedback on solving customer problem?

26. List the points to improving reliability of customer services.

27. What are the tips for providing excellent customer service on delivery?

28. Write the benefits of CRM implementation.

29. What are the reasons for not meeting customer expectation?

30. Explain any their types of changes.

31. Discuss some strategies that are analyzing and interpreting customer feedback.
32. Mention the impact of change in service on business.

33. List the precautions takes by male and female staff regarding their appearance.

PART -D

Answer the following questions (Answer any Two)

34. Explain the types of product or goods.

35. Briefly explain the way to communicate customer feedback with others.
36. Discuss the steps in CRM process.

37. Mention the skills & knowledge required for a Sales associate.

10x2=20

6x3=18

2x6=12
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