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• Ñi;k tk¡p dj ysa fd bl iz'u-i= esa eqfnzr i`"B 8 rFkk iz'u 42 gSaA  
Please make sure that the printed pages in this question paper are 8 in number and 

it contains 42 questions. 
• iz'u-i= esa nkfgus gkFk dh vksj fn;s x;s dksM uEcj dksM uEcj dksM uEcj dksM uEcj dks Nk= mÙkj-iqfLrdk ds eq[;-i`"B ij fy[ksaA 

The Code No. on the right side of the question paper should be written by the 

candidate on the front page of the answer-book. 
• Ñi;k iz'u dk mÙkj fy[kuk 'kq: djus ls igys] iz'u dk Øekad vo'; fy[ksaA 

Before beginning to answer a question, its Serial Number must be written. 
• mÙkj-iqfLrdk ds chp esa [kkyh iUuk / iUus u NksMsa+A 

Don’t leave blank page / pages in your answer-book. 
• mÙkj-iqfLrdk ds vfrfjDr dksbZ vU; 'khV ugha feysxhA vr% vko';drkuqlkj gh fy[ksa vkSj fy[kk mÙkj u dkVsaA 

Except answer-book, no extra sheet will be given. Write to the point and do not strike 

the written answer. 

• ijh{kkFkhZ viuk jksy ua0 iz'u&i= ij vo'; fy[ksaA 
Candidates must write their Roll Number on the question paper. 

• d`i;k iz'uksa ds mÙkj nsus lss iwoZ ;g lqfuf'pr dj ysa fd iz'u-i= iw.kZ o lgh gS] ijh{kk ds mijkUr bl ijh{kk ds mijkUr bl ijh{kk ds mijkUr bl ijh{kk ds mijkUr bl 
lEcU/k esa dksbZ Hkh nkok Lohdkj ugha fd;k tk;sxkAlEcU/k esa dksbZ Hkh nkok Lohdkj ugha fd;k tk;sxkAlEcU/k esa dksbZ Hkh nkok Lohdkj ugha fd;k tk;sxkAlEcU/k esa dksbZ Hkh nkok Lohdkj ugha fd;k tk;sxkA    

 Before answering the questions, ensure that you have been supplied the correct and 

complete question paper, no claim in this regard, will be entertained after 

examination. 
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uksV uksV uksV uksV %%%%    (i) lHkh iz'uksa ds mÙkj nhft,A 

  Attempt all questions. 

 (ii) vkids mÙkj vadkuqlkj gksus pkfg,A 
  Your answer should be according to marks. 

[ fucU/kkRed fucU/kkRed fucU/kkRed fucU/kkRed iz'u iz'u iz'u iz'u ] 

[ Essay Type Questions ] 

1. LVksj ds lqj{kk eqíksa ds ewY;kadu ds fy, /;ku j[kus okyh eq[; ckrksa dk o.kZu dhft,A  6 

Discuss the factors to be kept in mind when evaluating the security issues of 

the store.  

vFkokvFkokvFkokvFkok    

OR 

,d vPNs fu"Bkiw.kZ dk;ZØe dh fo'ks"krk,¡ crkb,A  

Explain the features of a good loyalty program. 

2. lfØ; Jo.k dks izHkkfor djus okys dkjdksa dk mYys[k dhft,A 6 

Explain the factors affecting active listening.  

vFkokvFkokvFkokvFkok    

OR 

ldkjkRed O;ogkj esa lgk;d rjhdksa dk o.kZu dhft,A  

Explain the techniques helpful in maintain a positive attitude. 

[ y?kq mÙkjh; iz'u y?kq mÙkjh; iz'u y?kq mÙkjh; iz'u y?kq mÙkjh; iz'u ] 

[ Short Answer Type Questions ] 

3. m|ferk dh fo'ks"krkvksa dk o.kZu dhft,A 3 

Explain the features of entrepreneurship. 
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4. tksf[ke ds izdkj crkb,A  3 

What are the types of risks ? 

5. miHkksDrk dh lk[k ;ksX;rk dk fu/kkZj.k dSls djsaxs \ 3 

How will you determine the credit worthiness of the customers ? 

6. fn[kkoV ds fofHkUu ekin.Mksa dk o.kZu dhft,A 3 

Explain the various standards of appearance.   

[ vfr yvfr yvfr yvfr y?kq mÙkjh; iz'u ?kq mÙkjh; iz'u ?kq mÙkjh; iz'u ?kq mÙkjh; iz'u ] 

[ Very Short Answer Type Questions ] 

7. lkewfgd dk;Z ls D;k vfHkizk; gS \  1 

What is meant by team work ? 

8. os'kHkw"kk lafgrk D;k gS \ 1 

What is dress code ? 

9. vfHkizsj.kk D;k gS \ 1 

What is motivation ? 

10. ruko dk D;k vFkZ gS \ 1 

What is meant by stress ? 

11. lewg usrk dk dksbZ ,d,d,d,d mÙkjnkf;Ro crkb,A  1 

State any one responsibility of team leader. 

12. fjVsy 'kkWi esa vfXu tksf[ke dk ,d,d,d,d dkj.k fyf[k,A  1 

Write one reason of fire hazard in a retail shop. 

13. izf'k{k.kkFkhZ lgk;d ls D;k vfHkizk;% gS \ 1 

What is meant by trainer associate ? 
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14. vkWuykbu Ø; D;k gS \ 1 

What is online purchasing ? 

15. fu"Bkiw.kZ Ldhe dk dksbZ ,d,d,d,d mnkgj.k nhft,A  1 

Give any one example of loyalty schemes. 

16. lks'ky ehfM;k dk mnkgj.k nhft,A  1 

Give an example of social media tools. 

17. CRM dh ifjHkk"kk nhft,A 1 

Define CRM. 

18. m/kkj fcØh D;k gS \ 1 

What is credit sale ? 

19. okjUVh ls D;k vfHkizk;% gS \ 1 

What is meant by warranty ? 

20. m/kkj lhek dk D;k vFkZ gS \ 1 

What is meant by credit limit ? 

21. lk[k ;ksX;rk D;k gS \    1 

What is credit worthiness ? 

22. 'kkjhfjd Hkk"kk dk mnkgj.k nhft,A 1 

Give an example of body language. 

23. miHkksDrk lsok D;k gS \ 1 

What is customer service ? 

24. fyax vk/kkfjr ¼lsDlqvy½ mRihM+u D;k gS \ 1 

What is sexual harassment ? 



 ( 5 ) 5752 

5752    P. T. O. 

25. izLrqrhdj.k lkW¶Vos;j D;k gS \ 1 

What is presentation software ? 

26. lUns'kokgu ls D;k vfHkizk;% gS \ 1 

What is meant by communication ? 

 [    oLrqfu"B iz'uoLrqfu"B iz'uoLrqfu"B iz'uoLrqfu"B iz'u    ] 

[ Objective Type Questions ] 

27. Hkk"kk lh[kus ds fy,] fuEu esa ls dkSu-lk dkS'ky vko';d gS \ 1 

(a) lquuk  (b) cksyuk 

(c) i<+uk  (d) ;s lHkh 

Which of the following skill is required to learn language ? 

(a) Listening (b) Speaking 

(c) Reading (d) All of these 

28. fuEu esa ls dkSu-lk lfØ; lquus ls lacaf/kr gS \ 1 

(a) vk¡[k feykuk (b) gko-Hkko 

(c) izfrfØ;k (d) mijksDr lHkh 

Which of the following is concerned with active listening ? 

(a) Eye contact (b) Gestures  

(c) Feedback (d) All of the above 

29. fjVsy lgk;d fuEu esa ls fdlls izHkkfor gks ldrs gSa \ 1 

(a) eksp  (b) ejksM+ 

(c) dke dk nksgjko (d) mijksDr lHkh    

Retail associates may be suffering from ? 

(a) Sprains  (b) Strains  

(c) Repetitive of work (d) All of the above 
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30. miHkksDrk f'kdk;rsa] fuEu esa ls fdl dkj.k iSnk gksrh gS \ 1 

(a) Ø; ds fy, yEch izfr{kk  (b) miHkksDrk vuknj  

(c) lgh lans'kokgu  (d) buesa ls dksbZ ugha  

Grievances arises due to which of the following ? 

(a) Customers long waiting time for purchasing  

(b) Disrespect the customer  

(c) Proper communication  

(d) None of these 

31. ladsrk{kj (RFI) dks iwjk dhft,A 1 

Complete the abbreviation RFI. 

32. fuEu esa ls fdl dsl esa fjiksfVZax djuk t:jh gS \ 1 

(a) MdSrh  (b) deZpkfj;ksa }kjk pksjh  

(c) lqj{kk esa Nsn (d) mijksDr lHkh  

In which of the following issues reporting is necessary ? 

(a) Robbery  (b) Employee theft  

(c) Security breaches  (d) All of the above 

33. fjiksfVZax fuEu esa ls fdl mnkgj.k }kjk iznf'kZr gksrh gS \ 1 

(a) dkuwuh fLFkfr (b) LVksj dk;Zfof/k  

(c) (a) rFkk (b) nksuksa (d) buesa ls dksbZ ugha   

The reporting can be depicted through the following example : 

(a) Legal position (b) Store procedure  

(c) Both (a) and (b) (d) None of these 

34. ladsrk{kj CCTVs dk iwjk :i fyf[k,A 1 

Write full form of abbreviation CCTVs. 
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35. fMftVy gLrk{kj vkWuykbu fjVsfyax esa lgk;d gSA ¼llllR;R;R;R;@@@@vlR;vlR;vlR;vlR;½ 1 

Digital signatures are helpful in online retailing. (True/False ) 

36. fjcsV ¼NwV½ fu"Bkiw.kZ Ldhe dk ,d,d,d,d mnkgj.k gSA ¼llllR;R;R;R;@@@@vlR;vlR;vlR;vlR;½ 1 

Rebate is an example of loyalty programme.  (True/False ) 

37. fuEu esa ls dkSu-lk yk;YVh Ldhe ds fy, lwpukvksa dk ek/;e gS \ 1 

(a) bUVjusV (b) lnL;ksa dk lq>ko  

(c) cktkj vuqla/kku  (d) mijksDr lHkh  

Which of the following is a source of information for loyalty schemes ? 

(a) Internet (b) Member's suggestions  

(c) Market research  (d) All of the above 

38. fuEu esa ls dkSu-lk yk;YVh dk;ZØeksa ds fy, izpkj dk ek/;e gS \ 1 

(a) lks'ky ehfM;k (b) O;fDrxr lEidZ  

(c) fizUV ehfM;k (d) mijksDr lHkh 

Which of the following is method of propagating loyalty programmes ? 

(a) Social Media (b) Personal Interaction  

(c) Print Media (d) All of the above 

39. E-CRM, rst o fo'oluh; gSA ¼llllR;R;R;R;@@@@vlR;vlR;vlR;vlR;½ 1 

E-CRM is quick and reliable.   (True/False ) 

40. miHkksDrk dks [kkstuk dgykrk gS % 1 

(a) miHkksDrk (b) ukpuk  

(c) iwosZ{k.k  (d) mijksDr lHkh 

Searching for customers is called : 

(a) Customer  (b) Dancing 

(c) Prospecting  (d) All of the above 
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41. mPp ØsfMV Ldksj iznku djrk gS % 1 

(a) vf/kd lk[k ;ksX;rk (b) e/;e lk[k ;ksX;rk  

(c) de lk[k ;ksX;rk  (d) mijksDr esa ls dksbZ ugha  

A high credit score provides : 

(a) High credit worthiness  (b) Medium credit worthiness  

(c) Low credit worthiness  (d) None of the above 

42. fuEu esa ls dkSu-lk foØ; ds vuqcU/k ds fy, vko';d gS \ 1 

(a) lEifÙk dk gLrkarj.k  (b) eky 

(c) (a) rFkk (b) nksuksa (d) buesa ls dksbZ ugha  

Which of the following is an essential for contract of sale ? 

(a) Transfer of property (b) Goods  

(c) Both (a) and (b) (d) None of these 

ssss    


