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CLASS : 12th (Sr. Secondary) Code No. 3638 
Series : SS/Annual Exam.-2026 

Roll No. 

RETAIL 

National Skills Qualification Framework (NSQF) 

   Level-4  

[ Hindi and English Medium ] 

(Only for Fresh/Re-appear/Improvement/Additional Candidates) 

Time allowed : 2:30 hours ] [ Maximum Marks : 60 

•••• Ñi;k tk¡p dj ysa fd bl iz'u&i= esa eqfnzr i`"B 8 rFkk iz'u 30 gSaA  

 Please make sure that the printed pages in this question paper are 8 in number and 

it contains 30 questions. 

•••• iz'u&i= esa nkfgus gkFk dh vksj fn;s x;s dksM uEcjdksM uEcjdksM uEcjdksM 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. 
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•••• ijh{kkFkhZ viuk jksy ua0 iz'u&i= ij vo'; fy[ksaA jksy ua0 ds vfrfjDr iz'u&i= ij vU; dqN Hkh u 
fy[ksa vkSj oSdfYid iz'uksa ds mÙkjksa ij fdlh izdkj dk fu'kku u yxk,¡A  

 Candidates must write their Roll No. on the question paper. Except Roll No. do not 

write anything on question paper and don't make any mark on answers of objective 

type questions. 

•••• 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. 

lkekU; funsZ'k %lkekU; funsZ'k %lkekU; funsZ'k %lkekU; funsZ'k %    

General Instructions : 

 (i) lHkh iz'u vfuok;Z gSaAlHkh iz'u vfuok;Z gSaAlHkh iz'u vfuok;Z gSaAlHkh iz'u vfuok;Z gSaA    

  All questions are compulsory. 

 (ii) çR;sd ç'u ds vad mlds lkeus n'kkZ;s x;s gSaA 

  Marks of each question are indicated against it. 

 (iii) vkids mÙkj vadkuqlkj gksus pkfg,A 

  Your answer should be according to marks. 

[k.M & v[k.M & v[k.M & v[k.M & v    

SECTION – A 

¼fucU/kkRed ç'u½¼fucU/kkRed ç'u½¼fucU/kkRed ç'u½¼fucU/kkRed ç'u½    

(Essay Type Questions) 

  1. xzkgd dh leL;kvksa ls fuiVus gsrq pj.kksa dk mYys[k dhft,A  5 

 Explain the steps to deal with Customer Problems. 
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vFkokvFkokvFkokvFkok    

OR 

 miHkksDrk lsokvksa dh D;k fo'ks"krk,¡ gSa \ 

 What are the characteristics of Customer Services ? 

  2. CRM ykxw djus ds D;k ykHk gSa \ 5 

 What are the benefits of CRM implementation ? 

vFkokvFkokvFkokvFkok    

OR 

 xzkgd vkadM+s bdV~Bk djus dh fof/k;ksa dk o.kZu dhft,A  

 Explain the techniques to store customer data.  

  3. lUns'kokgu dh izfØ;k le>kb,A  5 

 Explain the process of Communication.  

vFkokvFkokvFkokvFkok    

OR 

 lkewfgd dk;Z dk vFkZ o egÙo le>kb,A  

 Discuss the meaning and importance of team work.  

[k.M & [k.M & [k.M & [k.M & cccc    

SECTION – B    

¼¼¼¼y?kq mÙkjh;y?kq mÙkjh;y?kq mÙkjh;y?kq mÙkjh;    ç'u½ç'u½ç'u½ç'u½    

(Short Answer Type Questions) 

  4. ckrphr ds rhurhurhurhu Qk;ns crkb,A  3 

 State three benefits of Negotiation.  
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vFkokvFkokvFkokvFkok    

OR 

 xzkgd izfr/kkj.k dh D;k vko';drk gS \ 

 What is the need of Customer Retention ?  

  5. fofHkUu izdkj dh fjVsy lsok,¡ D;k gSa \ 3 

 What are the main types of Retail Services ? 

vFkokvFkokvFkokvFkok    

OR 

 CRM dh D;k izfØ;k gS \ 

 What is the process of CRM ? 

  6. xzkgd izfriqf"V izkIr djus ds rhurhurhurhu <ax crkb,A  3 

 State three ways of getting Customer feedback. 

  7. fcØh lgk;d ds dksbZ rhurhurhurhu dÙkZO; crkb,A  3 

 Discuss any three duties of sales associates.  

  8. CRM o E-CRM esa dksbZ rhurhurhurhu Hksn dhft,A  3 

 Give any three differences between CRM and E-CRM.  

  9. [kqnjk fcØh esa miHkksDrk O;ogkj ds v/;;u dk D;k egÙo gS \ 3 

 What is the importance of studying Consumer behaviour in Retailing ?  
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[k.M & [k.M & [k.M & [k.M & llll    

SECTION – C    

¼¼¼¼vfr y?kq mÙkjh;vfr y?kq mÙkjh;vfr y?kq mÙkjh;vfr y?kq mÙkjh;    ç'u½ç'u½ç'u½ç'u½    

(Very Short Answer Type Questions) 

10. 'kkjhfjd Hkk"kk D;k gS \  2 

 What is Body language ? 

vFkokvFkokvFkokvFkok    

OR 

 Mªsl dksM D;k gS \ 

 What is Dress Code ? 

11. E-CRM D;k gS \ 2 

 What is E-CRM ? 

vFkokvFkokvFkokvFkok    

OR 

 xzkgd izfr/kkj.k D;k gS \ 

 What is Customer Retention ? 

12. vkWuykbu losZ{k.k D;k gS \ 2 

 What is on-line survey ? 

13. [kqnjk O;kikjh xzkgdksa ds lkFk lEcU/kksa dks dSls lq/kkj ldrk gS \ 2 

 How the Retailer can improve relations with Customers ? 
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14. lfØ; Jo.k D;k gS \ 2 

 What is Active listening ? 

15. ,d lQy m|eh ds nksnksnksnks xq.k crkb,A  2 

    State two qualities of a successful Entrepreneur.  

[k.M & [k.M & [k.M & [k.M & nnnn    
SECTION – D    
¼¼¼¼oLrqfu"BoLrqfu"BoLrqfu"BoLrqfu"B    ç'u½ç'u½ç'u½ç'u½    

(Objective Type Questions) 

16. lqurs le;] cksyus okys dh rjQ ns[kuk] vk¡[k feykuk dgykrk gSA  ¼lgh¼lgh¼lgh¼lgh/xyr½xyr½xyr½xyr½        1 

 Eye contact refers to looking at the speaker while listening.   (True/False)   

17. fuEu esa ls dkSu-lk vkn'kZ lUns'k dh fo'ks"krk gS \ 1 

 (A) Li"V (B) laf{kIr  
 (C) 'kq) (D) mijksDr lHkh 

 Which of the following is a characteristic of ideal Message ? 

 (A) Clear  (B) Concise  
 (C) Accurate  (D) All of the above 

18. xzkgdksa dh izfrfØ;k lk>k djus gsrq lks'ky ehfM;k dk mi;ksx ugha fd;k tk ldrkA ¼lgh¼lgh¼lgh¼lgh/xyr½xyr½xyr½xyr½        1 

 Social Media can not be used to share customer feedback.   (True/False)   

19. fuEu esa ls fdldh t:jrksa dks le>us esa CRM mi;ksxh gS % 1 

 (A) xzkgd  (B) ysunkj 
 (C) [kqnjk O;kikjh (D) mijksDr lHkh 
 CRM enables to understand the needs of :  

 (A) Customers  (B) Creditors  
 (C) Retailers  (D) All of the above      
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20. fuEu esa ls dkSu-lk m|eh dk xq.k gS \   1 

 (A) igy {kerk (B) vfHkizsj.kk 
 (C) fu.kZ; ysus dh {kerk (D) mijksDr lHkh 
 Which of the following is a quality of an Entrepreneur ? 

 (A) Initiative  (B) Motivation 
 (C) Decision making ability  (D) All of the above 

21. -....----------- ,d ,slh ;ksX;rk gS] tks ykHknk;d o 'kh?kz fu.kZ;u esa enn djrh gSA   1 
  ¼[kk¼[kk¼[kk¼[kkyh LFkku Hkjsa½yh LFkku Hkjsa½yh LFkku Hkjsa½yh LFkku Hkjsa½  

 ................. is the ability to make profitable and quick decisions.  

    (Fill in the blank)  

22. fuEu esa ls dkSu-lk laxBukRed dkS'ky ls lEcfU/kr gS \ 1 

 (A) le; izcU/ku (B) y{; fu/kkZj.k 
 (C) {kerk (D) mijksDr lHkh 
 Which of the following is concerned with the organisational skill ? 

 (A) Time management  (B) Goal setting  
 (C) Efficiency  (D) All of the above  

23. fuEu esa ls fdl {ks= esa dpjk izcU/ku ls tqM+h ukSdfj;k¡ gSa \ 1 

 (A) vif'k"V vads{k.k (B) vif'k"V fu;U=.k 
 (C) bZ-vif'k"V iqupZØ.k  (D) mijksDr lHkh 
 Green Jobs related to waste management are : 

 (A) Waste auditing  (B) Waste control 
 (C) E-waste recycling  (D) All of the above    

24. LizsM'khV esa ewyikB (Text) dks vaMjykbu djus dh 'kkVZdV ^dh* D;k gS \ 1 

 (A) Ctrl + B (B) Ctrl + U 
 (C) Ctrl + I (D) buesa ls dksbZ ugha 
 What is the shortcut 'key' to underline text in a spreadsheet ? 

 (A) Ctrl + B (B) Ctrl + U 
 (C) Ctrl + I (D) None of these 
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25. LizsM'khV ,d bysDVªkWfud MkD;wesaV gS] ftlesa ^jks* vkSj ^dkWye* gksrs gSaA  ¼lgh¼lgh¼lgh¼lgh/xyr½xyr½xyr½xyr½     1 

 A spreadsheet is an electronic document, which has 'rows' and 'columns'.   

    (True/False)   

26. can loky NksVs tokc ds fy, izsfjr djrs gSaA  ¼lgh¼lgh¼lgh¼lgh/xyr½xyr½xyr½xyr½        1 

 Closed-ended questions inspire a short answer.   (True/False)   

27. dksbZ Hkh fjVsyj xzkgd dks izHkkfor djds o mldh leL;kvksa dk gy djds xzkgd -------------- cuk 
ldrk gSA ¼[kkyh LFkku Hkjsa½¼[kkyh LFkku Hkjsa½¼[kkyh LFkku Hkjsa½¼[kkyh LFkku Hkjsa½ 1 

 (A) czkaM oQknkjh (B) oQknkjh 
 (C) lsok oQknkjh (D) mijksDr lHkh  
 Any Retailer can impress customer and build customer ................. by sorting 

out their problem.    (Fill in the blank)  

 (A) Brand Loyalty (B) Loyalty  
 (C) Service Loyalty  (D) All of the above 

28. ml lks'ky lkbV dk uke crkb, tks eq¶r gS rFkk xzkgdksa dh izfrfØ;k tkuus ds fy, iz;ksx gksrh gSA 1 

 Name the social site, which is used to receive customer feedback.  

29. 'kkfiax mRikn dk ,d,d,d,d mnkgj.k nhft,A 1 

 Give one example of Shopping Products.  

30. izHkko'kkyh lkewfgd dk;Z] fcØh lg;ksxh ds fy, ennxkj ugha gSA  ¼lgh¼lgh¼lgh¼lgh/xyr½xyr½xyr½xyr½        1 
 Effective teamwork is not helpful for sales associates.   (True/False)    

S 


