Term - Il (Level - 1lI)
Class — 11th
Subject — Retail

Time : 3 hours M.M. : 40

(i) Candidates are required to give answers in their
own words as far as practicable.

wemeff AgrHyE o Wel H OIW <)
(i) Marks alloted to each question are indicated
against it.
TI% U % 3 3UH WA few MU ¥
fagim fdor (Special Instructions) :-

(i) While answering questions, you must indicate on
your answer book the same question no. as
appears in your question paper.

Y o S od THG S WY U&A Y 99 W WS T
T S gfasm R o9& w1 g faw it ® 1

(ii) Do not leave blank page/pages in your answer
book.

IW-Yfde o o= H el g e 1 sifeu|
(iii) All questions are compulsory.

[t 9o Afed ®

(iv) Answers should be brief and to the point in
answer-sheet.

IW G wd Wl B Afeu|

(v) Answer the questions of 01 mark in one word or
one line, 2 marks in 20 to 40 words, 3 marks in
60-90 words.

1 3feh o AT o ST 1 e A1 Ufad | 2 3kl el gl
% IW 20-40 V&l § TG 3 3Rl amel J¥HI o I 60-
90 vl H ST

Q.1. Answer the following questions : 5x1=5

o o o e

frafafed 9o & W <ifee

(@) The ways of providing product information

are :
(i) Product videos

(i) E-mail

(iii) Banner and poster
(

iv) All of the above

3AE I TSN Y HA F dRb §
(1) Scre Sftfean

(2) -9

(3) SR AR IR

(4) ST |ft
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(b)

Full form of CSA is :
(i) Customer service associate
(i) Consumer service associate
(iii) Common service associate

(iv) None of these

CSA &1 qU 19 ¥ :

(1) =R Ffdw THfHTE

(2) F Hidg TEfaue

(3) A W TEifaue

(4) T | F15 T

Some risks which turn into emergencies at
retail store include :

(i) Gas leaks

(if) Explosion

(iii) Equipment failure

(iv) All of the above

U ©WR H 39 SifEw i1 Aarfd § aga S
g Wi §

(1) 5 o (2) foepre

(3) YU fomerdl (4) ST qt

(d)

Q.2. Answer the following questions :
frafafaa ool & W ST .

(a)

(b)

The ways to motivate customers to buy are:
(i) Promote positivity

(i) Inform the customer

(iii) Improve brand image

(iv) All of the above

TEshi 1 TSR % faq 9 & Tl ¥

(1) THRRIHSAT hl TS

(2) TESk I Gfad wE

(3) o Bfa ¥ gur

(4) I gt

Choose the correct spelling :
RINCRE T R

(i) Environment (i) Enverment
(iii) Envirnmont (iv) Envarnment

10 x 2 =20

What is an entrepreneur ?
ST T ?

Why do customer need product informations?

ekl hl IUIC ol SR hi STATIHdT T BIdl

7?2
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Q3.

()

Answer the following questions :

What is green economy ?

i etefeaen 1 ¥ 2

Define customer motivation.

e ITOM ! TR e |

What is the post sales service support ?
fosRt o aIg T Wl FHeT w7 ?

What is safety ?

TR T ?

Write a note on ergonomics.

FURETAl W T T feoqof forg |

How should a retailer deal with risk ?
T QU foshdl &1 SifEd & &y faeT =few?
What is Swachh Bharat abhiyan ?

W WRd I F ¥ ?

What are customer service standard ?

e Wl " I § ?
5x3=15

fr=fafed g & s SN

(a)

What are the steps involved in personalised
sales service ?

forra fosnt Tan § el ohed = ® ?

Explain the various types of risks in a retail
organization.

T Rea Fred # fafv= gehr & SifEdl w1 9o
Exd

What do you mean by customer information?
What are ways of maintaining customer
information ? What are the benefits for
maintaining records of customer information?

e o 9 39 = GHed & 7 TEeh SRR
W A WAk Tk B 7 ? TEH SN
i o W & F A ?

Explain the stakeholders in green economy.
g srefemawen ¥ fequmol &1 auiF & |

What is emergency ? And also explain action
plan for emergency.

AT 1 § 2 AN e & fau s
IS AR i R
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