strategic placement of products, lighting, colors, signage, and decorations to create a
cohesive and attractive store atmosphere.

7. Describe the key differences between omni-channel and multi-channel retailing. (15
marks)

**Answer:** Omni-channel retailing and multi-channel retailing are both strategies to
reach customers through various sales channels, but they differ in their approach:

- **Multi-channel Retailing:** In multi-channel retailing, a retailer operates multiple
separate sales channels such as physical stores, an e-commerce website, and a mobile
app. These channels may not be fully integrated, and customers may experience
different product offerings and service levels across channels.

- **Omni-channel Retailing:** Omni-channel retailing, on the other hand, offers a
seamless and integrated shopping experience across all channels. Customers can
research, purchase, and return products through any channel, and their preferences
and data are synchronized. This approach focuses on providing a consistent K
personalized shopping experience, regardless of the channel used \3

a\e

8. Discuss the importance of customer onN@ |n reta|I management. (10

marks)
A O ' of
**Ans? @M*er onalty?@‘@@y a significant role in retail management for
re

severa ons:

- **Customer Retention:** Loyalty programs help retain existing customers by
providing incentives for repeat purchases. This reduces customer churn and increases
the lifetime value of customers.

- **Data Collection:** These programs allow retailers to collect valuable customer
data, including shopping habits and preferences. This data can be used for targeted
marketing and personalization.

- **Brand Loyalty:** Loyalty programs can foster emotional connections between
customers and the brand, leading to increased brand loyalty. Customers are more likely
to choose the retailer over competitors.



o C. Value-based pricing is more common in online retailing, while cost-
based pricing is more common in brick-and-mortar retailing.

o D. All of the above.

4. What are the three main components of visual merchandising?

o A. Lighting, signage, and product placement.
o B. Color, design, and layout.

o C. Atmosphere, experience, and engagement.
o D. All of the above.

5. What are some of the ethical issues that retailers face?

o A. Price discrimination, deceptive advertising, and product safety.
o B. Employee rights, environmental impact, and social responsibility.
o C. Data privacy, cybersecurity, and supply chain management. \(

o D. All of the above. \ CO

Section B: Short Answer Questions (30 marksg) esa
Instructions: Answer each questlon i nces 3'
Ktoa

. What are the dn‘f\elqﬂ‘ﬁff a|I p,u?
e&ﬂ’u‘@dors th@na@etore layout?

hat are the advantages and disadvantages of online retailing?
4. What are some of the key trends in the retail industry?
5. What are the best practices for managing customer relationships in retail?

Section C: Long Answer Questions (30 marks)
Instructions: Answer each question in a well-organized paragraph.
1. Explain the four Ps of the retail marketing mix and how they can be used to
achieve competitive advantage.

2. Discuss the different types of retail channels and their advantages and
disadvantages.

3. Analyze the impact of e-commerce on the traditional retail industry.



also regularly analyze sales data, identify slow-moving items, and offer promotions or
discounts to clear excess stock. Additionally, building strong supplier relationships can
help in maintaining a flexible supply chain, ensuring products are available when
needed.**

9. Discuss the advantages and disadvantages of using e-commerce as a retail channel.
(10 points)

**Answer: E-commerce offers several advantages, including global reach, lower
operational costs, and the ability to provide a personalized shopping experience. It
allows retailers to target a broader audience and provides convenience to customers.
However, it also has disadvantages, such as increased competition, cybersecurity risks,
and the challenge of providing a tactile shopping experience. Furthermore, e-commerce
requires significant investments in technology and logistics.**

**Section C: Essay Question (40 points)** \(

10. Analyze the impact of the COVID-19 pandeml a;ﬁdustry Discuss the

changes and adaptations made by retaller allenges posed by the
s

pandemic. Provide example fﬁ S that adapted to the new
retail Iandscape durln £ p&% O

**AnRe The COVID 19 Q@ghad a profound impact on the retail industry.
Retailers faced numerous challenges, including temporary store closures, disrupted
supply chains, and changing consumer behavior. To adapt to these challenges, many
retailers implemented various strategies. For example, companies like Amazon rapidly
expanded their e-commerce operations to meet increased online shopping demand.
Traditional retailers, such as Walmart, introduced curbside pickup and contactless
payment options to ensure customer safety. Additionally, fashion brands like Zara
accelerated their digital transformation and used data analytics to adjust product
offerings to changing consumer preferences. The pandemic underscored the
importance of omnichannel retailing and the need for robust digital strategies to ensure
business continuity and resilience in the face of unforeseen disruptions.**
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o Target market: Retailers need to locate their stores in areas where their
target market lives or works.

o Competition: Retailers need to consider the location of their competitors
when choosing a location for their store.

o Cost: Retailers need to consider the cost of rent and other expenses when
choosing a location for their store.

o Accessibility: Retailers need to choose a location that is accessible to their
target market.

o Visibility: Retailers need to choose a location that is visible to their target
market.

7. The different types of store layout include:

o Grid layout: The grid layout is a simple and efficient layout. It consists of
rows of aisles with merchandise displayed on shelves on both sides.

o Free-flow layout: The free-flow layout is a more flexible layout 3?
customers to move freely around the store and rowsv@
their own pace.

o Combination layout: T@n@*@n youtg;‘m of the grid and free-

flow layouts. |t with a grid layout and

oth @)d\l/lthafree flow lay, ﬁa
e a0C

I woulgacommend a grid Iagut for a grocery store. This layout is efficient and allows
customers to easily find the items they are looking for.

8. The advantages of online retailing include:
o Convenience: Customers can shop online from anywhere and at any time.

o Selection: Online retailers typically have a wider selection of products than
offline retailers.

o Price: Online retailers often have lower prices than offline retailers.

The disadvantages of online retailing include: * Shipping costs: Customers may have to
pay for shipping costs when they shop online. * Returns: It can be more difficult to return
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items that are purchased online. * Customer service: It can be more difficult to get
customer service help when shopping online.

9. The different strategies that retailers can use to improve their profitability include:

o Increase sales: Retailers can increase sales by offering new products,
targeting new markets, and running promotions.

o Reduce costs: Retailers can reduce costs by negotiating better prices with
suppliers, reducing waste, and improving efficiency.

o Improve customer service: Retailers can improve customer service by
training their employees well, offering convenient return policies, and
resolving customer complaints quickly and efficiently.

10.A case study of a successful retail company is Walmart. Walmart is a global
discount retailer that is known for its low prices. Walmart has been successful
because it has a strong focus on efficiency and cost control. The company also
has a strong understanding of its target market and offers products and ices
that meet the needs of its target market. CO . w

PAPER # 6 N 'L
Sample Exam Pap ta ageme “ ?)

Instru I que g@o and any three questions in Section B.
Secti vﬂf ﬁrﬁ

(10 marks)

1. What is retailing?

What are the different types of retailers?
What are the functions of retail management?
What is the retail mix?

What are the different types of retail store layouts?

2 S o

What is customer relationship management (CRM) in retailing?
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