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Answer ALL questions in the space provided. 

 

Scenario 

• ‘ElectroTech’ is a retail outlet selling good quality affordable electronic products. 

• ‘ElectroTech’ has a customer care area offering servicing and repairs of electronic products.  

 

Question 1 K-2 (6 marks) 

 

a. List TWO types of retail channels, apart from shopping complexes and supermarkets, within 

the Maltese context. 

 

Retail Channel 1: _________________________________________________________ (1) 

Retail Channel 2: _________________________________________________________ (1) 

 

b. Outline the following TWO types of retail channels within the Maltese context. 

 

Shopping complexes:  ________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (1) 

Supermarkets:  _____________________________________________________________ 

__________________________________________________________________________

_______________________________________________________________________ (1) 

 

c. i.  Describe ONE benefit and ONE drawback of physical retail channels.  

 

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________  

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________  
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__________________________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (1) 

 

    ii. Describe ONE benefit and ONE drawback of online retail channels. 

 

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________  

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________  

__________________________________________________________________________ 

__________________________________________________________________________ 

______________________________________________________________________ (1) 

 

Question 2 K-3 (8 marks) 

 

a. Franchises and Mono-brand stores are two 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. 

 

Franchises:_________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________ (1) 

This question continues on next page. 
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Mono-brand stores: __________________________________________________________ 

__________________________________________________________________________

_______________________________________________________________________ (1) 

 

c.  The Regional Statistics Malta Report (2023) states that in the year 2021, amongst the highest  

    proportion of employed persons in Malta were in the wholesale and retail trade. Describe TWO 

    reasons why retail is important for the Maltese economy. 

 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

______________________________________________________________________ (4) 

 

Question 3 K-5 (8 marks) 

 

a. Level of education and experience is one of the factors influencing customer expectations. 

State TWO other factors influencing customer expectations. 

 

Factor 1: _______________________________________________________________ (1) 

Factor 2: _______________________________________________________________ (1) 

 

b. Outline the following TWO education and experience factors influencing customer 

expectations. 

 

Education level:  ____________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________  (1) 
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Product reviews: ____________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________  (1) 

 

 

c. Lifestyle and consumer choice are elements influencing customer expectations. 

 Describe TWO other elements influencing customer expectations when a customer is buying a 

mobile phone sold by ‘ElectroTech’. 

 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________ (4) 

 

Question 4  K-7 (8 marks)  

 

a. Requesting more product information or details and experiencing the product are two 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) 

This question continues on next page. 

 

8 



SEC42/s1.24s 

DO NOT WRITE ABOVE THIS LINE 
 

  

Page 6 of 12 

 

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

 

Requesting more product information or details: ___________________________________ 

__________________________________________________________________________

_______________________________________________________________________ (1) 

 

Experiencing the product:  ____________________________________________________ 

__________________________________________________________________________

_______________________________________________________________________ (1) 

 

c. Describe TWO reasons why it is important to identify a customer’s interest to purchase. 
 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________ (4) 

 

Question 5 K-9 (8 marks) 

 

a. Increased sales and feedback from the customer are two of the benefits of good customer 

service. List TWO other benefits of good customer service. 
 

Benefit 1: _______________________________________________________________ (1) 

Benefit 2: _______________________________________________________________ (1) 
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b. Outline the following TWO benefits of good customer service. 
 

Increased sales:  ____________________________________________________________ 

__________________________________________________________________________ 

________________________________________________________________________ (1) 

Feedback from the customer: __________________________________________________ 

__________________________________________________________________________ 

________________________________________________________________________ (1) 

c. Describe ONE consequence of bad customer service before purchase and ONE consequence 

of bad customer service after purchase. 

 

Consequence of bad customer service before purchase: 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________  (2) 

Consequence of bad customer service after purchase: 

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________  (2) 

 

 

Please turn the page.  
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Question 6 K-10 (8 marks) 

a. List TWO consumer rights. 

Consumer right 1: ________________________________________________________ (1) 

Consumer right 2: ________________________________________________________ (1) 

 

b. Different regulatory bodies deal with consumer rights. State TWO functions of the Malta 

    Communications Authority (MCA). 

 

Function 1: ________________________________________________________________ 

_______________________________________________________________________ (1) 

Function 2: ________________________________________________________________ 

_______________________________________________________________________ (1) 

 

c. The Product Safety Act is one of the legislations that affect consumer rights in Malta. 

    Outline TWO main elements found in the Product Safety Act. 

 

Element 1: _________________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (2) 

Element 2: _________________________________________________________________ 

__________________________________________________________________________ 

________________________________________________________________________(2) 
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Question 7 C-1 (12 marks) 

 

• ‘ElectroTech’ is an electronics product shop selling a wide range of smartphones. 

• A customer has entered the shop looking for a new smartphone.   

• The salesperson approached the customer and asked, “Hello. How can I be of assistance 

today?” 

• The customer seemed interested in the smartphones but looked unsure about which model to 

choose. He also told the salesperson: “I am confused about which model to buy”. 

• The salesperson said: “I can understand your confusion. Is this smartphone for yourself or are 

you buying it as a gift for another person?” 

• The customer replied: “I would like to purchase the smartphone as a gift for my mother. The 

smartphone needs to be easy to use as she is not knowledgeable about technology.” 

 

a. The above scenario contains essential retail communication skills used during the sales 

process. 

Identify FOUR essential retail communication skills used during the sales process within the 

scenario given above, by underlining the retail communication skills in the box below. 

 

Listening skills Effective questioning 

Greeting Market knowledge 

Reading body language and empathy Obtaining Feedback 

Checking for understanding and summarising   

(4) 

b. Explain how TWO of the essential retail communication skills, identified in Q7a, are used during 

the sales process within the scenario given above. 

 

Skill 1:   ___________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________  (2) 

 

 

This question continues on next page. 
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Skill 2:  ____________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________  (2) 

 

c.  Discuss TWO reasons why effective retail communication with customers is important during 

the sales process.  

 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________ 
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__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________ (4) 

 

Question 8 C-3 (12 marks) 

 

a. Outline TWO ways how team productivity can be improved through teamwork. 

 

Way 1:  ___________________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (2) 

Way 2:  ___________________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (2) 

 

b. Describe TWO ways of how teamwork can contribute to a positive customer experience. 

 

Way 1: ____________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (2) 

 

 

This question continues on next page. 
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Way 2: ____________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 

__________________________________________________________________________ 

_______________________________________________________________________ (2) 

c. Discuss TWO ways how teamwork contributes to business success. 

 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________ 

__________________________________________________________________________

__________________________________________________________________________

__________________________________________________________________________

_______________________________________________________________________  (4) 
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