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24. Explain the stages of active listening.
25. Discuss the importance of goal setting.
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GOVERNEMENT OF KARNATAKA
KARNATAKA SCHOOL EXAMINATION AND ASSEMENT BOARD
6" CROSS, MALLESHWARAM, BENGALURU-560 003
2026-27 11 PUC MODEL QUESTION PAPER- 2
Subject:62- RETAIL BSINESS Maximum Marks: 60
Time: 2.15 Hours No. of Questions: 37
INSTRUCTIONS:
1. This question paper consists of 37 objective and subjective types of questions.
2. Follow the instruction given against both the objective and subjective types of questions.
3. Figure in the right-hand margin indicates maximum marks for the questions.
4. The maximum time to answer the paper is given at the top of the question paper. It includes 15 minutes
for reading question paper.
5. The question paper has been sealed by reverse jacket you have to cut on the right side to open the
paper at the time of commencement of examination. Check whether all the pages of the question
paper intact.

PART - A
I. Four Alternatives are given for each of the following questions Choose the correct alternative & write
the complete answer along with its question number and alphabet. 10x1=10

1. A word used in place of a noun is called,

a) adjective b) verb C) pronoun d) adverb
2. The ability to work with others is

a) organizational skill  b) interpersonal skill C) initiative d) perseverance
3. CRM is focused to,

a) Management b) customer c) creditors d) wholesaler

4. Which one is not a characteristic of customer service information?

a) promptness b) updating information C) accuracy d) none of this
5. Information should also be protected.
a) computer b) password C) no password d) all of the above

6. Open-ended question is good for defining issues classifying, and gathering

a) Knowledge b) criticism c) information d) complaints
7. The feedback helps to the customers.

a) retain b) loose c) loyalty d) telephone
8. The first in negotiating with customer is to them whether they are angry or clam.

a) listen b) appeal c) respond d) shouting
9. CRM full form.

a) customer ration management b) company relationship management

c) customer relationship management d) customer relationship money

10. Convenience products means,

a) not taking too much time to buy b) taking too much time to buy
c) high priced goods d) needs more plan to buy
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PART-B
I1. ANSWER ANY TEN OF THE FOLLOWING QUESTIONS:
11. What is the meaning of personality?
12. Define the term ecosystem.
13. Define customer service.
14. What is work in retailing?
15. Mention one difference between CRM & E-CRM.
16. Define CRM software.
17. What is negotiation skill?
18. What is communication?
19. Mention the rules for handling problems in organized way.
20. Define service delivery.
21. What is provident fund?
22. Define team work.
23. What is response card?

PART-C
I1l. ANSWER THE ANY SIX OF THE FOLLOWING QUESTIONS:
24. Explain the stages of active listening.
25. Discuss the importance of goal setting.
26. List the ways of getting customers feedback to others.
27. Explain how to provide prompt attention to customer.
28. Explain the ways to retain customer.
29. Mention the job scenarios available in retail sector.
30. Mention the impact of change in service on business.
31. Mention the ways to exceed customer expectation.
32. How do you inform customer about changes? Explain in brief.
33. Mention the components of customer relationship management.

PART-D
IV. ANSWER THE ANY TWO OF THE FOLLOWING QUESTIONS:
34. Explain the various types of products/goods.
35. Explain what solution we can offer when customer expectation is not met.
36. Explain the benefits of negotiation.
37. What are the methods to collection of customer service information?
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