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Answer ALL questions in the space provided.

Scenario
e ‘'Paper & Pen’ is a retail outlet that sells stationery products like paper, pens and notebooks.
e Sales assistants help customers to find the right products.

Question 1 K-1 (6 marks)

a. Name TWO main elements of the retail supply chain.

Element 1: (1)

Element 2: (1)

b. Outline the business process of retailing by referring to its FIVE activities.

(2)

c. Describe ONE characteristic of products and ONE characteristic of services.
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(2)

Question 2 K-3 (8 marks)

a. Online shopping and Multi-brand stores are characteristics of the local retail environment.
List TWO other characteristics of the local retail environment.

Characteristic 1: (1)

Characteristic 2: (1)

b. Outline the following TWO characteristics of the local retail environment.

Online shopping:

(1)

Multi-brand stores:

(1)

c. The Economic Survey of Malta shows that the retail sector has grown, with retail sales
increasing by 0.5% in November 2024 compared to the previous month. Describe TWO
reasons why retail is important for the Maltese economy.

This question continues on next page.
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(4)

Question 3 K-6 (8 marks)

a. Recall the stages of the selling process by filling in the missing FOUR stages in the correct
order.

Stage 1: (0.5)

Stage 2: Understand customer needs.

Stage 3: (0.5)
Stage 4: (0.5)
Stage 5: (0.5)

b. State TWO of the key aspects that can influence the selling process.

Aspect 1: (1)

Aspect 2: (1)

c. Describe how TWO key aspects influence stages of the selling process.
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(4)

Question 4 K-7 (8 marks)

a. Asking about price and emotional messages and body language are some of the factors that
indicate customers’ interest to purchase. List TWO other factors that indicate customers’
interest to purchase.

Factor 1: (1)

Factor 2: (1)

b. Outline the following TWO factors that indicate a customers’ interest to purchase.

Asking about price:

(1)

Emotional messages and body language:

(1)

This question continues on next page.
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c. Describe TWO reasons why it is important to identify a customer’s interest to purchase.

(4)

Question 5 K-8 (8 marks)
Teamwork at ‘Paper & Pen’ is highly valued.

a. Recall TWO positive aspects of teamwork in a retail environment.

Positive aspect 1: (1)

Positive aspect 2: (1)

b. Outline TWO reasons for valuing other team members.

Reason 1:

(1)

Reason 2:

(1)
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c. Describe TWO effects of successful teams in retail.

(4)

Question 6 K-9 (8 marks)
a. List TWO benefits of good customer service.

Benefit 1: (1)

Benefit 2: (1)

b. Outline the TWO benefits of good customer service, you listed in Question 6a.

Benefit 1:

(1)

Benefit 2:

(1)

This question continues on next page.
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c. Describe ONE consequence of bad customer service in each of the following scenarios.

Scenario 1: A customer walks into ‘Paper & Pen’ looking for a specific type of pen. The staff
is inattentive and does not help. The customer is disappointed and leaves the retail outlet
without buying anything. The customer chooses to buy from another outlet.

Scenario 2: A customer buys a school diary from ‘Paper & Pen’ but later realises it has
missing pages. When the customer returns to the shop to exchange it, the staff is unhelpful
and refuses a replacement. The customer shares the bad experience with a number of
friends.

(4)
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Question 7 C-2 (12 marks)

a. * A regular customer walks into ‘Paper & Pen’ stationery looking for printer paper and pens.
e The retail assistant checks the past purchases and notices that this customer often buys in
bulk during special promotions.

From the scenario above, identify TWO questions to compile a customer profile by
underlining the correct ones in the list below.

Who makes the buying decision?

What is the purchase history of this customer?

What could competitors offer in terms of similar products or services?
What is the buyer’s personal background?

Does the customer buy special offer promotions?

(4)
b. Outline TWO ways to handle customer objections.
Way 1:
(2)
Way 2:
(2)

c. Discuss the following closing techniques.

summarise and ask for the order the objection close
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(4)

Question 8 C-5 (12 marks)

a. State TWO kinds of information that should be given to consumers prior to the sale of goods
and services, apart from contact information and contract conditions.

Information 1: (2)

Information 2: (2)

b. Describe the following TWO kinds of information that should be given to consumers prior to
the sale of goods and services.

Contact information:

(2)
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Contract conditions:

(2)

c. Discuss TWO elements of consumer protection when buying goods or services in the
following scenario:

e A customer orders a scientific calculator online from ‘Paper & Pen’, but when it arrives, it
is the wrong model.

e The customer contacts the store, and arranges to return the calculator, in exchange for
the correct one.

e A week later, the new calculator stops working, so the customer goes back to the store,
where the customer is offered a free repair or replacement.

This question continues on next page.
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