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KARNATAKA SCHOOL EXAMINATION AND ASSESSMENT BOARD
2024-25 MODEL QUESTION PAPER-2

SECOND PUC (LEVEL - 4)

SUBJECT: RETAIL SUBJECT CODE : 62
Time: 2 Hours 15 Minutes (Total Number of Questions: 37) Max Marks: 60
ENGLISH VERSION
INSTRUCTIONS:

1. This question paper consists of objective and subjective types of questions. Follow the
instruction.

2.Figure in the right-hand margin indicate maximum marks for the question and the
number of question 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 the question paper.

4. Question paper is prepared for 60 marks during evaluation marks obtained by the
students will be converted into 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. Which one is the charecteristic of customer information?
a) Accuraccy b) feedback
) enquiries d) warranty card
2. It is one of the free social site.
a) Facebook b) E-mail
c) telephone d) mobile phone
3. Expand EPF.
a) Eligible provident fund b) employees pension fund
c¢) employees provident fund d) eligible pension fund
4. Service quality includes strategies, procedure and performance of,
a) Management b) information system
¢) communication d) exchange information
5. Which one is the tip for providing excellent customer service delivery?
a) Respond quickly b) social media
c) comment boxes d) response cards
6. Which of the succeding is the right of an employee?
a) Agreement to employee b) complaints
¢) good working condition d) feedback
7. Successful sales associate must need a,
a) Knowledge b) less skill
c) impatience d) ugly look
8. Communication is the job of conveying,
a) Training b) information
c¢) knowledge d) message

9. Team work in important to achieve for the following targets,
a) Limited training b) making losses



¢) increase productivity d) time maximization
10. Which is not the impact of change in services?

a) Outdating b) create new opportunities
¢) increase innovation d) increase efficiency
PART-B
II. Answer any ten of the following questions: (10x2=20)

11. What is negotiation skill?

12. Give any two examples of open ended questions.

13. What is suggestion box in retail?

14. Give any two negative effect of ineffective customer services.

15. What do you mean by convenience products?

16. Define Sale.

17. What is customer relationship management?

18. What is communication?

19. Define customer survey in retail.

20. What is win-win situation?

21. What is word of mouth mechanism in retail?

22. Define team work.

23. Write any two features of goals.

PART-C
[I1. Answer the any six of the following questions: (6x3=18)
24. What is gratuity?
25. Write the benefits of negotiation.
26. Briefly explain how to provide prompt attention to customer.
27. List the characteristics of customer service information.
28. Write any three differences between CRM & E-CRM.
29. What are the ways to retain customer?
30. Write the advantages of changes.
31. List the mechanism for customer influence.
32. What are the responsibilities of a team leader?
33. List the types of retail services.
PART-D
IV. Answer the any two of the following questions: 2x6=12)

34. Briefly explain the methods of collection of customer service information.
35. Write the importance of storage of data.

36. Explain the importance of communicating information to customers.

37. List the job scenarios in retail sector.
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