
 

 

 

Q 1. While selling a premium cosmetic soap, how will you show customer its value? 

izhfe;e dkWLesfVd lkWi cspus ds nkSjku vki fdl izdkj dLVej dks 

mldh vgfe;r ds ckjs esa crk,axs\ 

A. Giving False statement about a celebrity using this 

product 

 dLVej ls >wB cksysaxs fd dksbZ e’kgwj gLrh ¼lsysfczVh½ bl mRikn 

dk bLrseky djrs gS 

B. Giving customer the product brochure 

 dLVej dks mRikn dk czks’kj nsaxs 

C. Explain about the ingredients and its benefits to the 

customers 

 dLVelZ dks mRikn ds bUlfM,UV~l vkSj mlds Qk;nks ds ckjs esa 

crk,axs 

D. Use testimonials of customer to show value 

tks dLVelZ mRikn dk bLrseky dj ’kq’k gS mudh rkjhQks dks nwljs 

dLVelZ dks fn[kkdj mRikn dh vgfe;r n’kkZ,axs 

 

Q 2. You have just come from a product training for 

which you were nominated. How will help team with the 

learning? 

vki vHkh&vHkh izksMDV Vªsfuax ls ykSVs gSa ftlds fy, vkidks ukWfeusV 

fd;k x;k FkkA vkius tks lh[kk gS mlls fdl izdkj vki vius Vhe 

esaclZ dh enn dj ldrs gSa\ 

A. Boost about your knowledge but ignore sharing with 

them 

 viuk Kku c<+k,axs ysfdu muds lkFk bls lk>k ughs djsaxs 

B. Tell them whenever they need help they can come to 

you 

 mUgsa crk,axs fd dHkh Hkh vkids ikl enn ds fy, vk ldrs gS 

C. Share the knowledge with the learn and give a 

presentation 

 vkius tks lh[kk gS mls Vhe ds lkFk lk>k djsaxs vkSj ijtsuVs’ku 

nsaxs 

D. Share no you enjoyed the training with other staff 

members 

 vki Vhe esaclZ dks crk,axs fd Vªsfuax ds nkSjku nwljs LVkQ esaclZ ds 

lkFk vkidks cgqr vkuan vk;k 

 

Q 3. Your shift time is over and you are leaving shop 

floor. A customer approaches you asking for a particular 

product. What will you do in such situation? 

vkidk f’k¶V Vkbe [kRe gks pqdk gS vkSj vki ’kkWi ¶yksj ls tks jgs gSaA 

rHkh ,d dLVej vkdj vkils ,d mRikn ekaxrk gSA ,slh fLFkfr esa 

vki D;k djsaxs\ 

A.  

 dLVej dks vuns[kk djrs gq, muds lkeus ls fudy tk,axs D;ksafd 

vkidh M~;wVh vkWQ gks pqdh gSA 

B. Tell customer that your shift time is over! and ask 

colleague to assist him  

 dLVej ls dgsaxs fd vkidk f’k¶V Vkbe [kRe gks pqdk gS vkSj 

fdlh lgdehZ dks mudh enn djus ds fy, dgsaxs 

C. Escort customer to the product section and ask 

colleague to assist him 

 dLVej dks lkFk ysdj ml izksMDV lsD’ku esa tk,axs vkSj fdlh 

lgdehZ dks mudh enn djus ds fy, dgsaxs 

D. Tell customer that your shift is over, ignore him and 

walk away 
 igys] dLVej dgsaxs fd vkidk f’k¶V [kRe gk pqdk gS vkSj fQj 

mUgsa vuns[kk djrs gq, pys tk,axs 

 

Q 4. Its peak time, and suddenly the power supply goes 

out. It will sometime for the power backup to function. 

What should you do in such situation? 

eku ysa] ihd Vkbe vkSj vpkud ls fctyh pyh tkrh gSA ikWoj cSdvi 

esa dqN le; yxsxkA ,slh fLFkfr esa vkidks D;k djuk pkfg,\ 

A. Go out of store to see what has happened 

 LVksj esa ckgj fudydj ns[kuk pkfg, fd D;k gqvk gS 

 

B. Warm customers to stand wherever they are 

 dLVelZ dks psrkouh nsaxs fd ;s tgka [kM+s gSa ogh [kMs+ jgs 

C. Keep a very close watch on the movement of people 

near your section 

 vius lsD’ku ds vklikl ?kweus okys yksxksa ij rst fuxjkuh j[ksaxs 

D. Walk out of the store till power comes back 

 LVkjs ls ckgj pys tk,axs vksj fctyh okil vkus ds ckn ykSVsaxs 

 

Q 5. A customer has entered the store, whom the sales 

associate has serviced last time. How will your provide 

personalized service to the customer by using basic  

guidelines? a. Ask customer to browse now collection 

and you will assist him later b. Greet and welcome 

customer referring him by his name c. Check his 

previous purchase to get an idea of his taste Take a 

feedback for products purchased on his last visit 

,d dLVej LVksj esa vkrs gSa ftUgsa lsYl ,lksfl,V us fiNyh iznku dh 

FkhA vki fdl izdkj lkekU; fn’kkfunsZ’kksa ds vuqlkj mu dLVej dks 

ilZuykbTM lfoZl iznku djsaxs\ a. dLVej dks u;k dysD’ku ns[kus ds 

fy, dgsaxs vkSj ckn esa mudh enn djsaxs b. dLVej dks muds uke ls 



cqykdj mUgsa ueLdkj@gSyks dgsaxs vkSj mudk Lokxr djsaxs c. dLVej 

dh ilav@vko’;drk le>us ds fy, psd djsaxs fd fiNyh  ckj 

dLVej us dkSu&lk mRikn [kjhnk Fkk dLVej n~okjk fiNyh ckj [kjhns 

x, mRiknksa ds ckjs mudk QhMcSd ysaxs 

A. a, b, d,  

 a, b, d,  

B. b, c, d 

 b, c, d 

C. a, b, c 

 a, b, c 

D. a, c, d 

 a, c, d 

 

Q 6. Its closing time and a customer has come 

requesting that he wants to buy a shirt as he has a 

conference next day morning. What will you do in such 

situation ? 

Dyksftax Vkbe gS vkSj ,d dLVej vkids ikl vkdj dgrs gSa fd mUgsa 

,d ’kVZ [kjhnuh gS D;ksafd vxyh lqcg mUgsa ,d dkWUQjsal esa tkuk gSA 

,slh fLFkfr esa vki dkSu&lk dne mBk,axs\ 

A. Tell customer to come in morning as the store has 

closed 
 dLVej dh vxyh lqcg vkus ds fy, dgsaxs D;ksafd vc LVksj can 

gks pqdk 

B. Welcome customer in store and assist him to buy 

shirt 

 LVksj esa dLVej dk Lokxr djsaxs vkSj ’kVZ [kjhnus esa mudh enn 

djsaxs 

C. Allow customer to enter store but tell him to hurry up 

 dLVej dks LVksj esa vkus nsaxs ysfdu mUgsa tYnh djus ds fy, 

dgsaxs 

D. Let customer enter store and follow him he is in 

store. 
  dLVej dks LVksj esa vkus nsaxs vkSj iwjs LVksj esa mudk ihNk djsaxs 

 

Q 7. You find that during peak hours customer walk-ins 

increase, due to which it becomes difficult to manage 

queue on the cash counter. How can you reduce the 

rush at billing counters? 
vki ns[krs gSa fd ihd vkolZ esa dLVelZ dk vkuk&tkuk c<+ tkrk gS 

ftlls dS’k dkmaVj ij ykbu laHkkyuk eqf’dy gks tkrk gSA fcfyax 

dkmaVlZ ij HkhM+ de djus ds fy, vkidks dkSu&lk dne mBkuk 

pkfg,\ 

 

A. Manage queue at cash counter ensuring only the 

customer who wants to till is present queue 

 dS’k dkmaVj ij ykbu dks ,sls laHkkyuk pkfg, rkfd flQZ fcfyax 

cukus okys dLVej gh ykbu esa jgs 

B. Take an opportunity to approach customers with 

merchandise and pitch for add on sales 
 ,slh fLFkfr dks ,d vPNs volj ds :i esa ns[krs gq, epsZMkbt 

ysdj dLVelZ ds ikl tkdj ,sM vkWu lsYl ds   fy, fifpax 

djuh pkfg, 

C. Take a manual bill book and start doing manual billing 

for customer having less than 3 items 
eSU;qvy fcy cqd ysuk pkfg, vkSj tks dLVelZ 3 vkbVEl ls de 

dh [kjhnnkjh  dj jgs gS mudh eSU;qvy fcfyax djuh pkfg, 

D.  None of these 
  buesa esa dksbZ ugha 

 

Q 8. You are getting delayed in completing the task 

assigned to you. What will you do in this situation? 

vkidks tks dke fn;k x;k gS mls iwjk djus esa nsj gks jgh gSA ,slh 

fLFkfr esa vki D;k djsaxs\ 

A. Approach a colleague and ask for help 

 fdlh lgdehZ ds ikl tkdj mlls enn ekaxsxs 

B. Leave the task in-between and go 

 dke dks chp esa NksM+dj pys tk,axs 

C. Ask your colleague to help and leave 
  vius lgdehZ ls enn ekaxsxs vkSj pys tk,axs 

D. Let the delay happen and complete the task 

 dke [kRe gksus esa nsj yxus nsaxs vkSj dke iwjk djsaxs 

 

Q 9. There is electric short circuit happened in store. As 

a sales associate you don’t have any authority to take 

any action. What will you do in such situation? 

LVksj esa bysfDVªd ’kkWVs lfdZV gqvk gSA lsYl ,lksfl,V ds :i esa 

vkidks dksbZ Hkh dne mBkus dk vf/kdkj ugha gSA ,slh fLFkfr esa vki 

dkSu&lk dne mBk,axs\ 

A. Inform Store Manager and alert the security 

 LVksj eSustj dks bldh lwpuk nsaxs vkSj flD;ksfjVh dks bl ckjs esa 

lko/kku djsaxs 

B. Switch on all the lights of the store 

 LVksj dh LkHkh ykbV~l fLop vkWu dj nsaxs 

C. Immediately leave the store and run 
 rqjar LVksj esa fudydj Hkkx tk,axs 

D. Ask the security to shut all the doors. 

 flD;ksfjVh ls lHkh njokts csn djus ds fy, dgsaxs 

 

Q 10. One of your colleague is talking on phone while a 

customer in standing besides him. What should you do? 

vkidk ,d lgdehZ Qksu ij ckrsa dj jgk gS tcfd ,d dLVej mlds 

cxy esa [kM+s gSaA ,slh fLFkfr esa vkidks D;k djuk pkfg,\ 

A. Ignore as the customer is waiting for your colleague 

to finish he call 



 bls vuns[kk dj nsaxs D;ksafd dLVej vkids lgdehZ dh dkWy [kRe 

gksus dk bartkj dj jgsa gSa 

B. Tell your colleague to disconnect and help customer 

 vius lgdehZ dks dkWy fMLdusDV dj dLVej dh enn djus ds 

fy, dgsaxs 

C. Leave your work and approach manager to complain 

 viuk dke NksM+dj eSustj ls bldh f’kdk;r djus tk,axs 

 

D. Approach the customer for help and task to your 

colleague later 
 dLVej dh enn djus ds fy, muds ikl tk,axs vkSj ckn esa] bl 

ckjs esa lgdehZ ls ckr djsaxs 

 

Q 11. Customer has bought a packaged fruit juice and 

while billing the product  he finds that it is expired. He 

checks and finds that most of the items of the product 

are near to expiry. Customer is agitated and questioning 

the quality standards of the store. How will you handle 

this customer? 

dLVej us iSdsV can QzwV twl [kjhnk gS vkSj fcfyax ds nkSjku os ns[krs 

gSa fd QzwV twl ,Dlik;j gks pqdk gSA os psd djrs gSa vkSj ns[krs gSa fd 

ml mRikn ds T;knkrj vkbVEl tYn gh ,Dlikk;j gksus okys gSaA 

blls dLVej xqLlk gks tkrs gSa vkSj os LVksj ds DokfyVh LVS.MMZ ij 

loky mBkrs gSaA vki fdl izdkj bu dLVej dks laHkkysaxs\ 

A. Apologize to customer and get the product replaced 

and take help them manager if required 

 dLVej ls ekQh ekaxsxs vksj mRikn cnyok nsaxs vkSj t:jr iM+us 

ij eSustj ls enn ysaxs 

B. Apologize to the customer while getting stock 

removed and leave him  

 LVkWd gVokus ds nkSjku dLVej ls ekQh ekaxsxs mUgsa vdsyk NksM+ 

nsaxs 

C. Apologize to customer and explain him that it has 

happened by mistake 

 dLVej ls ekQh ekaxsxs vksj muls dgsaxs fd ,slk xyrh ls gqvk gSA 

D. Get the stock removed and offer customer discount 

on his purchase 
 LVkWd gVok nsaxs vkSj dLVej dks mudh [kjhnnkjh ij fMLdkmaV 

nsaxs 

 

Q 12. A customer wants to buy a washing machine on 

credit facility. While checking his bank balance and 

financial ability, it seems that the customer is not 

eligible. What should the sales associate do in such 

situation? 

,d dLVej ØsfMV QSflfyVh ij okWf’kax e’khu [kjhnuk pkgrk gSA 

mlds cSad cSaysal vkSj iSlksa dh fLFkfr dks ns[kdj yxrk gS fd og 

blds fy, ;ksX;@dkfcy ugha gSA ,slh fLFkfr esa lsYl ,lksfl,V dks 

D;k djuk pkfg,\ 

A.  Explain the term s and conditions related to the 

eligibility criteria 

 dLVej dks ,yhthfcfyVh ØkbVsfj;k ls tqMs+ fu;e vkSj ’krsZ crkus 

pkfg, 

B. Tell the customer to come later and meantime you 

will check 

 dLVej ls ckn esa vkus ds fy, dguk pkfg, vkSj bl chp psd 

djuk pkfg, 

C. Tell the customer that he does not have enough 

money to buy 

 dLVej ls dguk pkfg, fd muds ikl de iSls gS 

D. Ask your colleague to handle the customer and you 

leave 

 vius lgdehZ ls bl dLVej ls fuiVus ds fy, dgdj [kqn ogka 

ls pys tkuk pkfg, 

 

 

Q 13. A home delivery went wrong, as the delivery 

person is not able to find the address and contact 

number given by customer is not reachable. This 

happened because the sales associate made mistake 

while writing the number. How will you handle the 

situation? 

,d gkse fMyhojh xyr gks xbZ gS D;ksafd fMyhojh djus okys O;fDr dks 

,Mªsl ugha feyk vkSj dLVej n~okjk fn;k x;k Qksu ucaj vkmV vkWQ 

jhp FkkA ,slk blfy, gqvk D;ksafd lsYl ,lksfl,V us uacj xyr fy[kk 

FkkA vki bl fLFkfr ls dSls fuiVsaxs\ 

A. Will notify the sales associate and inform the 

manager about this mistake 

 lsYl ,lksfl,V dks MkVsaxs vkSj eSustj dks bl xyrh dh lwpuk nsaxs 

B. Ask delivery person to come back and reschedule the 

delivery with connect customer details  

 fMyhojh djus okys O;fDr ls dgsaxs fd og vkil vkdj dLVej 

ds fMVsYl ds lkFk fMyhojh dh fjLdsM~;wy djsa 

 

C. Ask the delivery person to come back and wait for 

customer to call 

 fMyhojh djus okys O;fDr ls dgsaxs fd og vkil vk tk, vkSj 

dLVej ds Qksu djus dk bartkj djsa 

D. Ask the delivery man to come back and cancel the 

order 

 fMyhojh djus okys O;fDR ls dgsaxs fd og okil vk tk, vksj 

vkWMZj dSafly dj nsa 

 



Q 14. A customer has come with a complaint that he is 

not getting any updates regarding his accumulated 

points. What will you do? 

,d dLVej f’kdk;r djrs gSa fd mUgsa bdêk gq, ikWbaV~l ij dksbZ 

viMsV ugha fey jgkA ,slh fLFkfr esa vki D;k djsaxs\ 

A.  Tell customer that it is not possible for you to check 

the points 

 dLVej ls dgsaxs fd vki muds ikWbaV~l ughs ns[k ldrs 

B. Arrange to check on the system and update the 

customer 

 flLVe esa psd djus ds fy, bartke djsaxs vkSj mlds vuqlkj 

dLVej dks viMsV djsaxs 

C. Ask customer to come later and resolve the issue at 

customer service desk 

 dLVej ls ckn esa vkus ds fy, dgsaxs vkSj bl eqns dks dLVej 

lfoZl MsLD ij lqy>k,axs 

D. Tell customer to check with network operator 

 dLVej dks usVodZ vkWijsVj ls laidZ djus ds fy, dgsaxs 

 

Q 15. An angry customer has called on store landline and 

is shouting on phone, as nobody has turned at his place 

to install the LED which he had bought. How will you 

handle the customer? 

,d ukjkt dLVej LVksj ySaMykbu ij Qksu djrs gSa vkSj os Qksu ij 

fpYyk jgs gSa D;ksafd mUgksaus tks ,ybZMh [kjhnh gS mls buLVkWy djus 

ds fy, dksbZ Hkh muds ?kj vHkh rd ugha x;k GSa vki fdl izdkj bu 

dLVej dks laHkkysxs\ 

A. Tell customer to wait and disconnect the call 

 dLVej dks bartkj djsu ds fy, dgdj dkWy dks fMLdusDV dj 

nsaxs 

B. Put the call on hold and handover it to colleague 

 dkWy dks gksYM ij dj mls vius lgdehZ dks ns nsaxs 

C. Tell customer to stop shouting so that you can help 

 dLVej dks fpYykus ls euk djsaxs rkfd vki mudh enn dj ldsa 

D. Apologize to customer and take the details 
 dLVej ls ekQh ekaxsxs vkSj muls fMVsYl ysaxs 

 

 

Q 16. A customer is fond of the T-Shirts collection, and 

keeps visiting store weekly to check for new options. The 

store has received new T-Shirt collection. What will you 

do? 

,d dLVej dks Vh&’kV~Zl dyD’ku ilan vk;k gS vkSj os gj g¶rs u, 

Vh&’kV~Zl ds fy, LVksj vkrs jgrs gSaA LVksj esa u;k Vh&’kVZ dysD’ku 

vk;k gSA ,slh fLFkfr esa vki D;k djsaxs\ 

A. As the customer keeps visiting, wait for the customer 

to visit 

 pwafd dLVej gj g¶rs vkrs gSa] vki muds vkus dk bartkj djsaxs 

B. Don’t dislay the stock, till the time the customer 

doesn’t visit 
 tc rd dLVej LVksj esa u vk, rc rd LVkWd fMLIys ugha djsaxs 

C. Call the customer and invite him informing about new 

stock 
 dLVej dks Qksu djsaxs vkSj mUgsa u;k LVkWd ns[kus ds fy, cqyk,axs 

D. Keep one piece of his size from each option aside for 

the customer 

 dLVej ds lkbt dh gj ,d izdkj dh Vh&’kVZ dLVej ds fy, 

vyx j[ksaxs 

 

Q 17. A customer is looking for an LED under a specific 

budget. There are festive offers going on Home Theatre. 

How will you convince the customer to buy Home 

Theatre? 

,d dLVej igys ls r; ctV ds vanj ,d ,ybZMh [kjhnuk pkgrs gSaA 

gkse fFk,Vj ij QsfLVo vkWQlZ py jgs gSaA vki fdl izdkj dLVej dks 

gkse fFk,Vj [kjhnus ds fy, jkth djsaxs\ 

A. Ask customers to buy home theater and let them 

decide for themselves 

 dLVej dks gkse fFk,Vj [kjhnus ds fy, dgsaxs vkSj mUgsa [kqn fu.kZ; 

ysus nsaxs 

B.  Persuade the customer by suggesting him additional 

discounts 

dLVej dks gkse fFk,Vj ds lkFk feyus okys T;knk fMLdkmaV~l ds 

ckjsa esa crkdj mUgsa jkth djus dh dksf’k’k djsaxs 

C. Force him to buy Home Theatre as it’s a limited time 

offer 

 pwafd ;g ,d fyfeVsM vkWQj gS gkse fFk,Vj dks [kjhnnkjh ds fy, 

dLVej ij ncko Mkysaxs 

D. Show him how he can get the home theatre at best 

price with all the features & benefits 

dLVej dks lHkh QhplZ vkSj Qk;ns le>kdj mUgsa lkfcr jdsaxs 

fd fdl izdkj os csLV izkbl ij gkse fFk,Vj [kjhn ldrs gSa 

 

Q 18. You observe that a customer is reading the 

product manual and description and also seem to be 

looking around for someone. What should you do in 

such situation? 

vki ns[krs gSa fd dLVej izksMDV eSU;qvy vkSj fooj.k i<+ jgs gSa vkSj 

lkFk gh] fdlh dks <w¡< Hkh jgs gSaA ,slh fLFkfr esa vkidks D;k djuk 

pkfg,\ 

A.  Approach customer and start pitching for product 

 dLVej ds ikl tkdj mRikn ds fy, fifpax djuh pkfg, 

B. Approach customer and offer him assistance  

 dLVej ds ikl tkdj mudh enn djuh pkfg, 

C. Go and stand beside him and wait for him to ask 



 dLVej ds lkFk [kM+s gks tkuk pkfg, vkSj muds iwNus dk bartkj 

djuk pkfg, 

D. See if customer looks at product and then approach 

 ns[kuk pkfg, fd dLVej mRikn dh vkSj ns[k jgs gSa ;k ugha vkSj 

muds ns[kus ij uds ikl tkuk pkfg, 

 

Q 19. A customer seem to be confused on deciding on 

which option to buy. How will you help the customer to 

make a decision? 

,d dLVej dks le> ugha vk jgk fd mUgsa dkSu&lk mRikn [kjhnuk 

pkfg,A vki fdl izdkj ;g fu.kZ; ysus esa dLVej dh enn djsaxs\ 

A. Ask customer to come late once he makes his 

decision 

 dLVej ls dgsaxs fd os fu.kZ ysus ds ckn LVksj esa vk,a 

B. Persuade the customer to buy the product that gives 

you higher returns 

 dLVej dks og mRikn [kjhnus ds fy, jkth djus dh dksf’k’k djsaxs 

ftlls vkidks T;knk Qk;nk gksrk gS 

C. Stand quietly and give customer enough time to 

decide  

 pwi jgsaxs vkSj dLVej dks fu.kZ; ysus ds fy, dkQh le; nsaxs 

D. Match the benefits of each product with customer 

requirements 

 ns[ksaxs fd fdl gn rd gj ,d mRikn ds Qk;ns dLVej dks 

vko’;drkvksa dks iwjk djrs gSa 

 

Q 20. You have got a great idea for service 

improvement. What will you do? 

vkids ikl lfoZl dks csgrj cukus ds ckjs esa ,d cgqr cf<+;k fopkj 

gSA vc vki D;k djsaxs\ 

A. Discuss the idea with the Manager 

 eSustj ds lkFk bl fopkj ij ppkZ djsaxs 

B. Share it with colleagues and implement 

 vius lgdfeZ;ksa dks ;g fopkj lukdj bls ykxw djsaxs 

C. Start implementing it immediately  

 rqjar bl fopkj dks ykxw djsaxs 

D. Don’t share with anyone till someone asks 

 tc rd vkils iwNk u tk, vki fdlh dks Hkh viuk ;g fopkj 

ugha lquk,axs 

 

Q 21. You are attending to a foreign customer but not 

able to understand his language. What will you do in 

such situation? 

vki ,d fons’kh dLVej ls ckr dj jgs gSa ysfdu vkidks mudh Hkk"kk 

ugha le> vk jghA ,slh fLFkfr esa vki dkSu&lk dne mBk,axs\ 

A. Ignore the customer and ask a colleague to take over 

 dLVej dks vuns[kk dj nsaxs vkSj fdlh lgdehZ dks bl fons’kh 

dLVej ls ckr djus ds fy, dgsaxs 

B. Try to persuade customer to buy whatever you show 

 vki tks Hkh mRikn fn[kk jgs gSa mls dLVej dks cspus ds fy, mUgsa 

jkth djus dh dksf’k’k djsaxs 

C. Let customer browse and make fun with colleagues 

 dLVej dks fofHkUu mRikn ns[kus nsaxs vkSj vius lgdfeZ;ksa ds lkFk 

feydj mudk etkd mM+k,axs 

D. Use non-verbal communication to connect 
 fcuk ckr fd, dLVej dh vko’;drk,a le>saxs 

 

Q 22. The Manager has assigned you colleague a task, 

but your colleague has some doubts regarding the same. 

He has shared his concern with you. How will you assist 

him? 

eSustj us vkids lgdehZ dks ,d dke fn;k gS ysfdu vkids lgdehZ 

ds eu esa ml dke dks ysdj dqN i z’u gSaA ml lgdehZ us vkidks ;g 

ckr crkbZ vki fdl izdkj mldh enn djsaxs\ 

A. Tell him to complete the task according to his 

understanding 
 lgdehZ dks viuh le> ds vuqlkj dke djus ds fy, dgsaxs 

B. Encourage him to talk to the Manager and clear the 

doubts 

 lgdehZ dks vuns[kk dj nsaxs vkSj mls [kqn bl fLFkfr ls fuiVus 

nsaxs 

C. Ignore him and let him handle this situation himself 

 lgdehZ dks vuns[kk dj nsaxs vkSj mls [kqn bl fLFkfr ls fuiVus 

nsaxs 

D. Gather your colleagues and discuss suggestions on his 

doubts 

 vius lHkh lgdfeZ;ksa dks bdêk dj lgdehZ ds lansgks ds ckjs esa 

muls lq>ko ysaxs 

 

Q 23. You had prepared yourself for the demonstration, 

however the customer raised a query for which you 

were not aware of. What should you do in such 

situation? 
vkius MseUlVªs’ku ds fy, iwjh rS;kjh dh gqbZ gS ysfdu dLVej ,slk 

loky iwNrs gSa ftldk tokc vkidks ugha vkrkA ,slh fLFkfr esa vkidks 

D;k djuk pkfg,\ 

A. Tell customer that you are not aware about it and 

continue with demo 
 dLVej ls dguk pkfg, fd vkidks loky dk tokc ugha irk vkSj 

Mseks esa’ku tkjh j[kuk pkfg, 

B. Give customer any answer which you fell can satisfy 

his query 

 dLVej ds loky dk dksbZ Hkh tokc ns nsuk pkfg, tks vkids 

vuqlkj muds loky dk lgh tokc gS 

C. Apologize to customer and ask colleague or senior to 

help  



 dLVej ls ekQh ekaxuh pkfg, vkSj fdlh lgdehZ ;k lhfu;j ls 

bl ckjs esa enn ekaxuh pkfg, 

D. Avoid customer query and move forward with your 

demonstration 

 dLVej ds loky dks vuns[kk djrs gq, MseULVªs’ku tkjh j[kuk 

pkfg, 

Q 24. As a sales associate you have assisted a customer 

to apply for credit facility, but you are facing problem in 

processing the application. What should you do in this 

situation? 
lsYl ,lksfl,V ds :i esa vkius ØsfMV QSflfyVh ds fy, vIykbZ djus 

esa ,d dLVej dh enn dh gS ysfdu vkidks ,Iyhds’ku izkslsl djus esa 

ijs’kkuh gks jgh gSA ,slh fLFkfr esa vkidks D;k djuk pkfg,\ 

A. Keep the application into pending cases 

 ,Iyhds’ku dks isfMax dslsl esa j[k nsuk pkfg, 

B. Contact your senior and ask for help 

 lhfu;j ls laidZ dj muls enn ekaxuh pkfg, 

C. Ask a colleague to resolve the issue 
 vius lgdehZ ls bl ijs’kkuh ls fuiVus ds fy, dguk pkfg, 

D. Tell customer that its not possible 

 dLVej ls dguk pkfg, fd ;g laHko ugha gS 

 

Q 25. A customer has bought a refrigerator and needs a 

post sales installation. The same day you come to know 

that due to some internal issues, the technical team will 

not be working for few days. How will you handle this 

situation? 
,d dLVej us jQzhtjsVj [kjhnk gS vkSj mUgsa iksLV lsYl buLVkWys’ku 

dh t:jr gSA mlh fnu vkidks irk pyrk gS fd dqN ijs’kkfu;ksa dh 

otg ls VsfDudy Vhe dqn fnukksa ds fy, dke ughsa djsxhA vki bl 

fLFkfr ls dSls fuiVsaxs\ 

A. Apologize to customer, explaining him the problem 

and assuring him you will take it on priority 

dLVej dks ijs’kkuh le>kdj muls ekQh ekaxsxs vkSj mUgsa Hkjkslk 

fnyk,axs fd vius mudk dke izk;ksfjVh ¼mudk dke lcls igys 

fd;k tk,xk½ esa j[kk gS 

B. Apologize to customer, explaining him the reason and 

suggest he can get it done from outside 

 dLVej dks ijs’kkuh le>kdj muls ekQh ekaxsxs vkSj mUgsa lq>ko 

nsaxs f dos ckgj ls buLVkWys’ku djok ysa 

C. Apologize to customer, explaining him the reason and 

telling him nothing can be done 

 dLVej dks ijs’kkuh le>kdj muls ekQh ekaxsxs vkSj muls dgsaxs 

bl ckjs esa dqN ugha fd;k tk ldrk 

 

Q 26. A new product has been launched and has come to 

store. As its peak season, the product training has not 

been scheduled. How will you keep yourself updated 

with the product without the training? 
,d u, mRikn dk ykWUp gqvk gS vkSj og LVksj esa vk pqdk gSA pwafd, 

vc ihd lhtu gS] izksMDV Vªsfuax ugha gks ikbZ gSA ,slh fLFkfr esa vki 

fdl izdkj fcuk Vsªfuax ds mRikn ds ckjs esa T;knk ls T;knk tkudkjh 

gkfly djsaxs\ 

A. Read through the product manual and take help form 

senior 

 izksMDV eSU;qvy i<s+xs vkSj lhfu;j ls bl ckjs esa enn ysaxs 

B. Just discuss with your colleagues 
 bl ckjs esa vius lgdfeZ;ksa ls ppkZ djsaxs 

C. Read through the manual and try your hand on the 

product 

 eSU;vqy  i<+sxs vkSj [kqn mRikn dk bLrseky djsaxs 

D. Wait till the organization schedules a product training 

 daiuh n~okjk izksMDV Vªsfuax vk;kstu djus dk bartkj djsaxs 

 

Q 27. You resolved a customer issue. After the customer 

left, you find that he has given negative feedback about 

the way you handled his issue. What should be your 

action? 

vkius fdlh dLVej dh ijs’kkuh lqy>kbZ gSA dLVej ds tkus ds ckn 

vkidks irk pyrk gS fd vkius ftl rjhds ls ijs’kkuh lqy>kbZ gS ml 

ckjs esa mUgksaus cqjk ¼usxsfVo½ QhMcSd fn;k gSA vc vkidks dkSu&lk 

dne mBkuk pkfg,\ 

A. Tear the page of the negative feedback and throw it 

 cjs ¼usxsfVo½ QhMcSd dk iUuk ¼ist½ QkM+dj Qsad nsaxs 

B. Curse the customer for writing a negative feedback 

 cqjk ¼usxsfVo½ QhMcSd nsus ds fy, dLVej dks cqjk&Hkyk dgsaxs 

C. Call customer to apologize and find out reason for the 

feedback 

 dLVej dks Qksu dj muls ekQh ekaxsxs vkSj cqjs ¼usxsfVo½ QhMcSd 

dh otg dk irk pyk,axs 

D. Call the customer and show your displeasure at the 

negative feedback 
 dLVej dks Qksu dj mUgsa crk,axs fd vki cqjs ¼usxsfVo½ QhMcSd 

dh otg ls ukjkt gS 

 

Q 28. You observe that there is a customer who is 

roaming in store and was caught shoplifting in past. 

What will you do in such situation? 

vki ns[krs gSa fd ,d dLVej tks igys LVksj ls phtsa pqjkrs gq, idM+s 

x, Fks] LVksj esa ?kwe jgs gSaA ,slh fLFkfr esa vki dkSu&lk dne mBk,axs\ 

A. Ask security to throw that person out of store 

 flD;ksfjVh ls ml O;fDr dks LVksj ls ckgj Qsadus ds fy, dgsaxs 

B. Keep a watch on person and inform Manager 

 ml O;fDr ij utj j[ksaxs vkSj eSustj dks bldh lwpuk nsaxs 

C. Ask security to keep a watch on the person 



 flD;ksfjVh ls ml O;fDr dk utj j[kus ds fy, dgsaxs 

D. Follow the person thoughout the store 
 iwjs LVksj esa ml O;fDr dk ihNk djsaxs 

 

Q 29. A customer has decided to buy a Split AC after 

considering the features and benefits as well as the 

payment options. What is the last step yo will perform 

to close the sale? 

,d dLVej us fLIyV ,lh (AC) ds QhplZ] Qk;ns vkSj isesaV vkWI’kUl 

ns[kus ds ckn mls [kjhnus dk eu cuk fy;k gSA bl lsy dks Dykst 

djus ds fy, vkidk vkf[kjh dne D;k gksxk\ 

A. Collect documents from the customer and direct 

them to cash counter 

 dLVej ls MkWD;wesaV~l ysaxs vksj mUgsa dS’k dkmaVj dh vksj tkus ds 

fy, dgsaxs 

B. Explain the customer about the other products 

available in store 

 dLVej dks LVksj esa miyC/k nwljs mRiknksa ds ckjs esa crk,axs 

C. Explain the customer about post sales service and 

help him to complete the billing and payment 

 dLVej dks iksLV lsYl lfoZl ds ckjs esa crk,axs vkSj fcfyax vkSj 

isesaV iwjh djus esa mudh enn djsaxs 

D. Explain the customer the credit options and about 

post sale service 

 dLVej dks ØsfMV vkWI’kUl vkSj iksLV lsy lfoZl ds ckjs esa crk,axs 

 

Q 30. Customer has finalized on the smartphone he 

wants to purchase. How will you use this opportunity to 

increase sales? 

dLVej us r; dj fy, gSa fd os dkSu&lk LekVZQksu [kjhnsaxsA vki 

fdl izdkj bl ekSds ij bLrseky dj fcØh c<+ka,axs\ 

A. By showing him other smartphone options 

 vki mUgsa nwljs LekVZQksu fn[kk,axs 

B. By pitching him to become a loyal member 

 vki mUgsa ykW;y esacj ds fy, fifpax djsaxs 

C. By showing him other mobile accessiories 

 vki mUgsa eksckby ,Dlsljht fn[kk,axs 

D. By giving him discount other coupons 

 vki mUgsa fLdkmaV vkWQj dwiUl nsaxs 

Q 31. How to use the fire extinguisher nozzle to put out 

the fire? 
vkx cq>kus ds fy, fdl izdkj Qk;j ,fDLVaxqb’kj ¼vfXu’kked ;a=½ ds 

ukWty dk bLrseky djuk pkfg,\ 

A. Aim the nozzle towards the fire and sweep it from 

top to bottom 

 ukWty dks vkx dh rjQ j[krs gq, mls Åij ls uhps dh vksj ys 

tkuk pkfg, 

B. Aim the nozzle at the top of the fire and keep it 

focused on one point 

 ukWty dks vkx ds fljs dh rjQ j[krs gq, mls ,d gh txg ij 

j[kuk pkfg, 

C. Lift the nozzle up in the air and sweep it from side to 

side 

 ukWty dks Åij dh rjQ mBk,axs vkSj mls nk,a ls ck,a vkSj ck,a ls 

nk,a ys tkuk pkfg, 

D. Aim the nozzle at the bottom of fire and sweep it 

from side to side 

 ukWty dks vkx ds fupys fgLls dh rjQ j[krs gq, mls nk,a ls 

ck,a vkSj ck,a ls nk,a ys tkuk pkfg, 

 

Q 32. The Manager had given a task to a colleague, 

which is getting delayed. What will you do? 

eSustj us ,d lgdehZ dks dke fn;k Fkk ftls [kRe gksus esa nsj yx jgh 

gSA ,slh fLFkfr esa vki D;k djsaxs\ 

A. Blame colleague for the delaying the task 

 dke [kRe djus esa nsj yxkus ds fy, ml lgdehZ ij vkjksi 

yxk,axs 

B. Wait for colleague to come to you for help  
 lgdehZ n~okjk enn ekaxus dk bartkj djsaxs 

C. Let him complete the task on his own 

 lgdehZ dks [kqn viuk dke iwjk djus nsaxs 

D. You along with other team members help him 

 vki vkSj nwljs Vhe esaclZ ml lgdehZ dh enn djsaxs 

 

Q 33. You see that a family has entered the store and is 

accompanied by an elderly lady who is finding it difficult  

to stand for long. What will you do? 

vki ns[krs gSa fd ,d ijfokj LVksj esa vk;k gSa ftuesa ,d cqtqxZ efgyk 

Hkh gSa ftUgsa T;knk nsj rd [kM+s jgus esa ijs’kkuh gks jgh gSA ,lh fLFkfr 

esa vki D;k djsaxs\ 

A. Let other team member assist them and other 

 Vhe ds nwljs esacj dks mudh enn djus nsaxs 

B. Wait for the customer to ask a chair 

 dLVej ds [kqn dqlhZ ekaxus dk bartkj djsaxs 

C. Offer the lady a chair to sit and ask for water 

 mu cqtqxZ efgyk dks cSBus ds fy, dqlhZ nsaxs vkSj mUgsa ikuh ds fy, 

iwNsaxs 

D. Avoid as other team member is attending them 

 mu cqtqxZ efgyk dks vuns[kk dj nsaxs D;ksafd dksbZ nwljk Vhe esacj 

ml ifjokj dks lfoZl iznku dj jgk gSA  

 

 

 


