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General Instructions

1. Answers to this Paper must be written on the paper provided separately.

2. You will not be allowed to write during the first 15 minutes.
3. This time 1s to be spent in reading the question paper.

4. The time given at the head of this Paper is the time allowed for writing
the answers.

5. Attempt all questions from Section A and any four questions from Section B.

6. The intended marks for questions or parts of questions are given in brackets/ |.

Section A

(Attempt all questions from this Section)

1(i). Why is time management crucial for entrepreneurs?

(A) To ensure personal leisure time.

(B) To efficiently allocate time to various tasks and enhance productivity.
(C) To impress investors with a busy schedule.

(D) To avoid hiring too many employees.

Correct Answer: (B) To efficiently allocate time to various tasks and enhance productivity.

Solution:

Step 1: Understanding the Concept:

Time management is the process of organizing and planning how to divide your time between
different activities.

For an entrepreneur, time is a finite and valuable resource that directly impacts the success of
the venture.

Step 2: Detailed Explanation:

Entrepreneurs often wear multiple hats, handling finance, marketing, and operations.

By managing time effectively, they can prioritize tasks that have the highest impact on business
growth.

Efficient allocation of time minimizes wastage and ensures that deadlines are met, which sig-
nificantly boosts overall productivity.

While leisure time is a benefit, it is not the primary professional reason for time management



in business.

Step 3: Final Answer:
The most professional and logical reason for time management in entrepreneurship is the en-
hancement of productivity through efficient task allocation.

9 Quick Tip

”» N 2

In management questions, always look for keywords like "efficiency,” ”productivity,
and "resource optimization.” These are usually indicators of the correct answer.

1(ii). Which of the following pairs is NOT a part of the 7C’s of communication?

(A) Completeness and Conciseness
(B) Consideration and Clarity
(C) Concreteness and Courtesy
(D)

Confinement and Conduciveness
Correct Answer: (D) Confinement and Conduciveness

Solution:

Step 1: Understanding the Concept:

The 7C’s are a set of principles that ensure effective professional communication.

These include: Clarity, Conciseness, Concreteness, Correctness, Consideration, Completeness,
and Courtesy.

Step 2: Detailed Explanation:

Option (A): Completeness (providing all facts) and Conciseness (using few words) are valid
7Cs.

Option (B): Consideration (understanding the receiver) and Clarity (clear meaning) are valid
7Cs.

Option (C): Concreteness (being specific) and Courtesy (being polite) are valid 7Cs.

Option (D): Confinement and Conduciveness are not recognized as part of the standard 7C’s
of communication framework.

Step 3: Final Answer:
Since Confinement and Conduciveness do not belong to the established list of 7Cs, Option (D)
is the correct choice for "NOT a part.”



9 Quick Tip

Memorize the 7C’s using this list: Clear, Concise, Concrete, Correct, Coherent, Com-
plete, and Courteous.

1(iii). Feedback such as ”good job” or ”you did great”, are which kind of feedback?

(A) Descriptive
(B) Specific
(C) General
(D)

Informal
Correct Answer: (C) General

Solution:

Step 1: Understanding the Concept:
Feedback can be categorized into specific and general types based on the level of detail provided
to the receiver.

Step 2: Detailed Explanation:

Specific feedback provides clear details on what exactly was done well (e.g., ” Your explanation
of the budget was very detailed”).

General feedback provides an overall impression without mentioning specific actions or behav-
iors.

Phrases like ”good job” are positive reinforcements but do not tell the receiver why it was good
or what specific part was successful.

Therefore, these are categorized as general feedback.

Step 3: Final Answer:
Because the examples lack specific details or descriptions of the task, they are classified as
General feedback.

@ Quick Tip

To distinguish between general and specific feedback, ask yourself: "Does this feedback
tell me exactly what to repeat or change?” If the answer is No, it is General.

1(iv). By which method can we know that the receiver has understood the message?

(A) Transmitting
(B) Feedback



(C) Message
(D) Listening

Correct Answer: (B) Feedback

Solution:

Step 1: Understanding the Concept:
Communication is a two-way process. It is only complete when the sender receives a confirma-
tion from the receiver.

Step 2: Detailed Explanation:

Transmitting is the act of sending.

The message is the content itself.

Listening is the receiver’s activity to intake the message.

Feedback is the response provided by the receiver back to the sender.

It is only through feedback that the sender can verify if the message was interpreted as intended.

Step 3: Final Answer:
Feedback is the component of the communication cycle that validates the receiver’s understand-
ing.

9 Quick Tip

In any communication cycle diagram, Feedback is the ”closing of the loop” that en-
sures successful delivery and comprehension.

1(ix). Assertion (A): Noise is an element in the communication process that can
distort or interfere with the message being communicated.
Reason (R): Noise only refers to physical sounds that disrupt communication.

(A) (A) is true and (R) is false.

(B) (A) is false and (R) is true.

(C) Both (A) and (R) are true and (R) is the correct explanation of (A).

(D) Both (A) and (R) are true, but (R) is not the correct explanation of (A).
Correct Answer: (A) (A) is true and (R) is false.

Solution:

Step 1: Understanding the Concept:
Noise in communication refers to any form of interference that degrades the quality of a signal
or message.



Step 2: Detailed Explanation:

Assertion (A) is definitely true, as noise is the technical term for any interference in the trans-
mission process.

Reason (R) is false because noise is not restricted "only” to physical sounds.

Noise can be categorized into:

1. Physical Noise (Background sounds).

2. Semantic Noise (Language/jargon barriers).

3. Psychological Noise (Biases, stress).

4. Physiological Noise (Hunger, fatigue).

Because (R) uses the restrictive word ”"only,” it becomes an incorrect statement.

Step 3: Final Answer:
Assertion is a true fact, but the definition of noise provided in the Reason is incomplete and
therefore false.

9 Quick Tip

M N

In Assertion-Reason questions, look for absolute words like ”only,” ”always,” or
"never.” Statements containing these are frequently false in a broad social science con-
text.

1(x). Which of the following is not an element of the communication cycle?

(A) Channel
(B) Receiver
(C) Time

(D) Sender

Correct Answer: (C) Time

Solution:

Step 1: Understanding the Concept:
The communication cycle consists of specific technical components required for information
transfer.

Step 2: Detailed Explanation:

The fundamental elements of the communication cycle are:
Sender (Source).

Message (Information).

Encoding (Process).

Channel/Medium (Path).

Receiver (Target).

Decoding (Interpretation).

Feedback (Reaction).
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While communication happens at a specific time, " Time” is considered a context or situational
factor, not a core structural element of the communication process cycle itself.

Step 3: Final Answer:
Time is a contextual variable, whereas Sender, Channel, and Receiver are functional elements
of the cycle.

@ Quick Tip

To identify elements of a "cycle,” look for the components that physically or logically
carry the message from point A to point B.

1(xi). Written communication can be classified as which type of communication?

Correct Answer: (B) Verbal

Solution:

Step 1: Understanding the Concept:
Communication is broadly divided into Verbal (using language) and Non-verbal (using body
language/gestures).

Step 2: Detailed Explanation:

Verbal communication is not limited to speaking; it includes any communication that uses
words (lexis).

Verbal communication is subdivided into:

1. Oral Communication (Spoken words).

2. Written Communication (Text, letters, emails).

Since written communication relies on language and words to convey meaning, it is fundamen-
tally a part of verbal communication.

Step 3: Final Answer:
Written communication is a form of verbal communication.

9 Quick Tip

Remember: ”Verbal” means ”of words.” If it uses words, whether written or spoken, it

is verbal communication.




1(xii). What is the primary purpose of a business plan?

(A) To avoid paying taxes.

(B) To secure funding and provide a roadmap for the business.
(C) To increase the workload.

(D) To hire more employees.

Correct Answer: (B) To secure funding and provide a roadmap for the business.

Solution:

Step 1: Understanding the Concept:
A business plan is a comprehensive document that outlines a company’s goals and how it plans
to achieve them.

Step 2: Detailed Explanation:

The two primary reasons for creating a business plan are:

1. Internal Strategy: It acts as a roadmap, guiding the entrepreneur through various stages of
the business and keeping them focused.

2. External Acquisition: It is required by investors and banks to evaluate the viability of the
business before providing capital or loans.

Options like avoiding taxes or increasing workload are not the objectives of a strategic plan.

Step 3: Final Answer:
Securing investment and establishing a strategic direction (roadmap) are the primary purposes
of a business plan.

Q Quick Tip

Think of a business plan as a ”Blueprint” for a building. You cannot get a loan to
build without a blueprint, and you cannot build correctly without one either.

1(xiii). Assertion (A): Creativity and innovation are the core qualities of a success-
ful entrepreneur.

Reason (R): Entrepreneurs bring new products and services that meet consumer
needs.

A) (A) is true and (R) is false.

(A) (A)

(B) (A) is false and (R) is true.

(C) Both (A) and (R) are true and (R) is the correct explanation of (A).

(D) Both (A) and (R) are true, but (R) is not the correct explanation of (A).

Correct Answer: (C) Both (A) and (R) are true and (R) is the correct explanation of (A).



Solution:

Step 1: Understanding the Concept:
Innovation is the hallmark of entrepreneurship. It involves identifying a gap and filling it with
a creative solution.

Step 2: Detailed Explanation:

Assertion (A) is true because successful entrepreneurs must differentiate themselves from com-
petitors through creative ideas.

Reason (R) is true because it defines the function of an entrepreneur—solving problems for
consumers with new offerings.

Since the act of bringing new products (Innovation) is the reason why creativity is considered
a core quality, (R) directly explains (A).

Step 3: Final Answer:
Both statements are correct, and the Reason provides the logical basis for the Assertion.

@ Quick Tip

Always test the link by using ”Because”: ”Creativity is a core quality BECAUSE en-
trepreneurs bring new products...”. If the sentence makes sense, the reason explains
the assertion.

1(xiv). Study the image given below. Why is this technique used?

(A)
(B) To improve mental health.

(C) To maintain time management.

(D) To build muscle in strength training.

To recover from illness.

Correct Answer: (B) To improve mental health.

Solution:

Step 1: Understanding the Concept:
The image illustrates meditation, which is a key practice for stress management and self-care.



Step 2: Detailed Explanation:

Meditation focuses the mind and helps in achieving emotional stability.

While it can assist in physiological relaxation, its primary and most recognized goal in a self-
management context is reducing stress and improving mental health.

It is not a direct tool for time management, nor is it designed for heavy muscle building like
strength training.

Step 3: Final Answer:
The meditation pose shown is a technique specifically used to calm the mind and enhance
mental well-being.

9 Quick Tip

Visual cues like the ”Lotus position” or "closed eyes with a smile” almost always refer
to stress management or mental health in these exams.

1(xv). Which of the following is an example of self-motivation?

(A) Waiting for someone to tell you what to do.

(B) Setting personal goals and striving to achieve them.
(C) Relying on external rewards to get tasks done.

(D) Complaining about tasks that are not interesting.

Correct Answer: (B) Setting personal goals and striving to achieve them.

Solution:

Step 1: Understanding the Concept:
Self-motivation is the internal drive to take action and achieve goals without needing external
pressure or rewards.

Step 2: Detailed Explanation:

Option (A) shows dependency on others.

Option (C) describes extrinsic motivation (motivation from external factors).

Option (D) shows a lack of motivation.

Option (B) is the definition of intrinsic/self-motivation, where the individual takes the initiative
to set their own path and work toward it out of personal desire.

Step 3: Final Answer:
Goal setting and the discipline to achieve them autonomously is the hallmark of self-motivation.



9 Quick Tip

Self-motivation is essentially ”internal energy.” Look for options where the person is
the source of the action, not the recipient of a command or reward.

1(xvi). Observe the image given below and identify the type of mode of payment.

s )

(A) Debit card
(B) Credit card
(C) Net banking
(D) E-wallet

Correct Answer: (D) E-wallet

Solution:

Step 1: Understanding the Concept:
Digital payment modes allow for transactions using electronic devices like smartphones instead
of physical cash or cards.

Step 2: Detailed Explanation:

The image displays a smartphone with various payment icons, which is the primary interface
for an electronic wallet (E-wallet).

While the wallet might contain debit or credit card details, the "mode” of using the phone app
to pay is defined as E-wallet.

Net banking is typically used for direct bank transfers via a website, whereas the visual here
shows a mobile-based transaction.

Step 3: Final Answer:
Using a smartphone for instantaneous digital payments as shown is characteristic of an E-wallet.

9 Quick Tip

If the image shows a phone being tapped or used at a point of sale, it’s almost cer-
tainly an E-wallet (like Google Pay or Apple Pay).

10



1(xvii). What is a key component of time management?

(A) Procrastination
(B) Goal setting

(C) Multitasking

(D) Ignoring deadlines

Correct Answer: (B) Goal setting

Solution:

Step 1: Understanding the Concept:
Time management is a set of skills and tools that help in maximizing the use of one’s time.

Step 2: Detailed Explanation:

Procrastination and ignoring deadlines are the opposites of time management; they are failures
of the process.

Multitasking is often a misconception; research shows it usually reduces efficiency.

Goal setting is a foundational component because you cannot manage your time if you don’t
know what you are trying to achieve.

Defining goals allows for the prioritization of tasks.

Step 3: Final Answer:
Goal setting is the starting point for all effective time management strategies.

Q Quick Tip

Without a goal, you have no direction. In exams, goal setting is considered the most
critical "first step” in any management process.

1(xviii). Aural communication is based on __________.

(A) body language

(B) language and tone of voice
(C) facial expressions

(D) listening and hearing

Correct Answer: (D) listening and hearing

Solution:

Step 1: Understanding the Concept:
7 Aural” pertains to the sense of hearing.

11



Step 2: Detailed Explanation:

Communication can be visual (seen), oral (spoken), or aural (heard).

While oral communication refers to the speaker’s side, aural communication refers to the re-
ceiver’s side—specifically the ability to hear and listen to the sounds being produced.

Options like body language and facial expressions are non-verbal /visual components.

Step 3: Final Answer:
Since aural refers to the ears, it is fundamentally based on hearing and listening.

@ Quick Tip

Oral = Mouth (Speaking).
Aural = Ear (Listening).

1(xix). Which of these is a common barrier to effective self-management?

(A) Clear goal setting

(B) Lack of planning

(C) Regular self-reflection

(D) Effective time management

Correct Answer: (B) Lack of planning

Solution:

Step 1: Understanding the Concept:
A barrier is an obstacle that prevents one from performing a task effectively.

Step 2: Detailed Explanation:

Options (A), (C), and (D) are all positive skills that enable better self-management.

A 7 Lack of planning” is a deficiency that leads to chaos and an inability to manage one’s sched-
ule or goals.

Therefore, it is a barrier.

Step 3: Final Answer:
An absence of structured planning directly hinders an individual’s ability to manage themselves.

9 Quick Tip

Look for the negative trait in a list of positive traits when asked for a ”barrier.”

12



1(xx). Cash and Credit transactions are recorded together in the same register.

(A) True
(B) False

Correct Answer: (B) False

Solution:

Step 1: Understanding the Concept:
In accounting, specialized books (Subsidiary Books) are maintained to record different types of
transactions separately for better tracking.

Step 2: Detailed Explanation:

Cash transactions are recorded in the Cash Book.

Credit transactions (Purchases/Sales on credit) are recorded in the Purchase Book or Sales
Book.

Mixing them in one register would make it impossible to track the actual cash balance vs. the
amounts owed by or to creditors.

Step 3: Final Answer:
Accounting standards require the separation of cash and credit transaction records into differ-
ent journals or ledgers.

9 Quick Tip

The Cash Book never records credit transactions. It only records inflows and outflows
of actual money.

2(i)(a). refers to the physical components of a computer system. (Hard-
ware / Software)

(A) Hardware
(B) Software

Correct Answer: (A) Hardware

Solution:

Step 1: Understanding the Concept:
A computer system consists of two primary components: hardware and software.

Step 2: Detailed Explanation:
Hardware refers to the physical, tangible parts of the computer that you can see and touch,

such as the keyboard, monitor, CPU, and internal circuits.

13



Software, on the other hand, consists of the intangible sets of instructions (programs) that tell
the hardware how to perform specific tasks.

Step 3: Final Answer:
Since the question asks for the physical components, ”Hardware” is the correct term.

9 Quick Tip

A simple way to remember the difference: if you can physically drop it on the floor, it’s
Hardware; if you can only see its output on a screen, it’s Software.

2(i)(b). - is the skill of managing financial resources and ensuring the prof-
itability of the business. (Financial management / Self-management)

(A) Financial management
(B) Self-management

Correct Answer: (A) Financial management

Solution:

Step 1: Understanding the Concept:
Management in business involves overseeing different resources like people, time, and money to
achieve specific goals.

Step 2: Detailed Explanation:

Financial management is specifically focused on the planning, organizing, directing, and con-
trolling of financial activities such as procurement and utilization of funds.

Its primary objective is to ensure the business remains profitable and solvent.
Self-management refers to an individual’s ability to regulate their own emotions, thoughts, and
behaviors.

Step 3: Final Answer:
Because the focus is on ”financial resources” and ”profitability,” the correct skill is Financial
management.

Q Quick Tip

%N

Keywords like "profitability,” ”funding,” ”capital,” and ”"budgeting” are always associ-
ated with Financial Management in business studies.
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2(i)(¢). requires self-mystery, self-control, self-responsibility and self-
direction. (Self-discipline / Innovation)

(A) Self-discipline

(B) Innovation
Correct Answer: (A) Self-discipline

Solution:

Step 1: Understanding the Concept:
Self-management involves several traits that allow an individual to work effectively without
constant external supervision.

Step 2: Detailed Explanation:

Self-discipline is the ability to push oneself forward, stay focused, and take action regardless of
how one is feeling, physically or emotionally.

It involves controlling one’s impulses (self-control) and taking ownership of one’s actions (self-
responsibility).

Innovation refers to the process of creating something new or significantly improved.

Step 3: Final Answer:
The traits listed (control, responsibility, direction) are the pillars of Self-discipline.

9 Quick Tip

Self-discipline is often referred to as the ”internal boss.” It allows you to stay on track
even when there is no one else watching or ordering you.

2(i)(d). Effective communication requires both the speaker and the __________ to be
actively engaged. (interpreter / receiver)

(A) interpreter
(B) receiver

Correct Answer: (B) receiver

Solution:

Step 1: Understanding the Concept:
The communication process is a cycle that involves a sender (speaker) and a receiver.

Step 2: Detailed Explanation:
For communication to be ”effective,” the intended message must be understood correctly.

This requires the ”Receiver” to be actively engaged through listening or observing, decoding

15



the message, and providing feedback.
While an interpreter may be present in multilingual situations, they are not a mandatory core
element for all general communication to be effective.

Step 3: Final Answer:
A successful communication cycle is always a two-way street between a sender and a receiver.

9 Quick Tip

Active engagement from the receiver is usually demonstrated through ” Active Listen-
ing” and ”Feedback.” Without these, communication is only one-way.

2(i)(e). The - _ is responsible for encoding and transmitting the message in
the communication process. (receiver / sender)

(A) receiver
(B) sender

Correct Answer: (B) sender

Solution:

Step 1: Understanding the Concept:
In the Shannon-Weaver model of communication, specific roles are assigned to the participants
for the message to flow.

Step 2: Detailed Explanation:

The ”Sender” (also known as the source) is the person who initiates the communication.
The sender’s primary tasks are to:

1. Encode: Convert the idea into symbols, words, or gestures.

2. Transmit: Send the encoded message through a chosen channel.

The receiver is responsible for decoding and providing feedback.

Step 3: Final Answer:
Therefore, the person responsible for the initial stages of encoding and transmission is the
sender.

9 Quick Tip

Think of ”S” for Sender and ”S” for Start. The sender always starts the cycle by en-
coding the thought.
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2(ii)(a). State whether True or False: Deep breathing exercises can help manage
stress.

(A) True
(B) False

Correct Answer: (A) True

Solution:

Step 1: Understanding the Concept:
Stress management involves techniques that help reduce the physiological and psychological
impact of pressure.

Step 2: Detailed Explanation:

Deep breathing (diaphragmatic breathing) triggers the body’s relaxation response.

It helps lower the heart rate and blood pressure, which often spike during stressful situations.
It is a scientifically recognized and widely recommended self-management tool for calming the
nervous system.

Step 3: Final Answer:
The statement is True.

9 Quick Tip

Deep breathing is effective because it signals the brain to move from a ”fight-or-flight”
state to a "rest-and-digest” state.

2(ii)(b). State whether True or False: Self-management only involves managing
time and tasks.

(A) True
(B) False

Correct Answer: (B) False

Solution:

Step 1: Understanding the Concept:
Self-management is a holistic discipline that covers several aspects of an individual’s profes-
sional and personal life.

Step 2: Detailed Explanation:
While managing time and tasks are critical components of self-management, it is not limited

to them.
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Other essential aspects of self-management include:
Emotion management (controlling anger or anxiety).
Self-motivation (driving oneself toward goals).
Stress management.

Developing a positive attitude.

Goal setting.

A

Step 3: Final Answer:
Because the statement uses the word ”only,” it incorrectly narrows the scope of the concept.
The statement is False.

9 Quick Tip

In True/False questions, words like "only” or ”exclusively” are major red flags. Usu-
ally, complex concepts like self-management have multiple facets.

2(ii)(c). State whether True or False: Entrepreneurs should always rely on their
own instincts rather than seeking advice from others.

(A) True
(B) False

Correct Answer: (B) False

Solution:

Step 1: Understanding the Concept:
Entrepreneurship requires a balance between personal vision and external market /expert vali-
dation.

Step 2: Detailed Explanation:

While intuition is important for quick decision-making, successful entrepreneurs also rely on
mentorship, data analysis, and expert advice.

Ignoring advice can lead to ”"blind spots” and costly business mistakes.

A growth mindset involves being open to feedback and learning from the experience of others.

Step 3: Final Answer:

The statement suggests that entrepreneurs should ”always” ignore others, which is incorrect
for sustainable business success. The statement is False.
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9 Quick Tip

Mentorship is one of the biggest factors in entrepreneurial success. No great en-
trepreneur succeeded purely in isolation without any external input.

2(ii)(d). State whether True or False: Nonverbal communication is just as impor-
tant as verbal communication.

(A) True
(B) False

Correct Answer: (A) True

Solution:

Step 1: Understanding the Concept:
Communication is composed of multiple channels, and the non-verbal channel often carries the
emotional weight of a message.

Step 2: Detailed Explanation:

Nonverbal communication includes body language, gestures, eye contact, and tone of voice.
Studies (like Mehrabian’s rule) suggest that a significant percentage of our communication is
conveyed non-verbally.

If verbal and non-verbal cues conflict (e.g., saying "I'm happy” with a frown), the receiver
usually believes the non-verbal cue.

Step 3: Final Answer:
In many contexts, non-verbal cues provide the ”context” for verbal ones, making them equally
vital. The statement is True.

@ Quick Tip

Actions often speak louder than words. In a professional interview, your posture and
eye contact (non-verbal) are often as critical as your answers (verbal).

2(ii)(e). State whether True or False: Effective communication is only the respon-
sibility of the speaker.

(A) True
(B) False

Correct Answer: (B) False
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Solution:

Step 1: Understanding the Concept:
Communication is inherently a collaborative process between at least two parties.

Step 2: Detailed Explanation:

The speaker (sender) is responsible for being clear, concise, and choosing the right medium.
The receiver is equally responsible for:

1. Active listening/observing without distraction.

2. Open-mindedness.

3. Providing constructive feedback to clarify any misunderstandings.

If the receiver fails to pay attention, even the most eloquent speaker cannot communicate ef-
fectively.

Step 3: Final Answer:
Since it is a shared responsibility, the statement is False.

9 Quick Tip

Effective communication is a ”joint venture.” It fails if either the sender or the receiver
is not fulfilling their role.

3(i). What role does time management play in working independently?

Solution:

Step 1: Understanding the Concept:
Working independently means there is no supervisor present to monitor your daily progress or
set your hourly schedule.

Step 2: Detailed Explanation:

In such a scenario, time management becomes the backbone of productivity. Its roles include:
1. Self-Regulation: It helps an individual stay on track without external pressure.

2. Prioritization: It allows the worker to distinguish between urgent and important tasks,
ensuring that core objectives are met first.

3. Meeting Deadlines: Effective time management ensures that projects are completed on
time, which is crucial for building professional reliability.

4. Stress Reduction: By breaking down large tasks into smaller, manageable chunks, it pre-
vents the last-minute panic often associated with independent work.

Step 3: Final Answer:

Time management provides the structure and discipline necessary to remain efficient and ac-
countable when working without external supervision.
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9 Quick Tip

Think of time management as the ”scaffolding” that holds your work together when
the "wall” of a boss or office routine is removed.

3(ii). What is the difference between formal communication and informal commu-
nication?

Solution:

Step 1: Understanding the Concept:
Communication in an organization can be classified based on the level of spontaneity and the
channel used.

Step 2: Detailed Explanation:

The key differences are as follows:

1. Nature/Structure: Formal communication follows an official, predefined channel (e.g.,
hierarchy). Informal communication is spontaneous and flows in any direction.

2. Medium: Formal usually uses written formats like emails, reports, and memos. Informal
often uses spoken words, such as ”"water-cooler talk” or casual chats.

3. Objective: Formal communication is used for business-related goals, rules, and procedures.
Informal communication often helps in building social bonds and employee morale.

4. Reliability: Formal communication is generally more documented and reliable. Informal
communication (the grapevine) can sometimes lead to rumors or misinformation.

Step 3: Final Answer:

The primary difference lies in the structure and intent: Formal communication follows profes-
sional rules and hierarchies, while informal communication is based on social interactions and
personal relationships.

9 Quick Tip

Formal = Rules and Hierarchy.
Informal = Relationships and Spontaneity.

3(iii). What is the main advantage of using cloud storage?

Solution:

21



Step 1: Understanding the Concept:
Cloud storage is a model where data is stored on remote servers accessed from the internet,
rather than on a local hard drive.

Step 2: Detailed Explanation:

While there are many advantages (like scalability and cost-saving), the most significant ad-
vantage is Accessibility /Portability.

Detailed benefits include:

1. Access from Anywhere: You can access your files from any device (phone, laptop, tablet)
as long as you have an internet connection.

2. Collaboration: Multiple people can work on the same document in real-time.

3. Data Backup: If your physical device (computer) is lost or damaged, your data remains
safe in the cloud.

Step 3: Final Answer:
The primary advantage is the ability to access data anytime and anywhere, ensuring data se-
curity and facilitating seamless collaboration.

9 Quick Tip

Examples of common cloud storage include Google Drive, OneDrive, and iCloud.
Think of it as your ”digital backpack” that follows you everywhere.

3(iv). Why are green skills important in the modern workplace?

Solution:

Step 1: Understanding the Concept:
Green skills are the knowledge, abilities, values, and attitudes needed to live in, develop, and
support a sustainable and resource-efficient society.

Step 2: Detailed Explanation:

Green skills are vital for several reasons:

1. Climate Action: They are necessary to help organizations transition to low-carbon oper-
ations and combat global warming.

2. Resource Efficiency: They help businesses reduce waste and manage resources (water,
energy) more effectively, which also saves money.

3. Regulations: Modern governments are imposing stricter environmental laws; workers with
green skills help companies remain compliant.

4. Market Demand: Consumers are increasingly choosing eco-friendly products; green skills
help businesses innovate in the ”green economy.”

Step 3: Final Answer:
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Green skills are essential to promote environmental sustainability, meet legal requirements, and
drive innovation in a world facing ecological challenges.

9 Quick Tip

Green skills aren’t just for environmentalists; even an office worker using digital files
instead of paper is practicing a basic green skill.

3(v). How does active listening contribute to effective communication?

Solution:

Step 1: Understanding the Concept:
Active listening is a technique of listening and responding to another person that improves
mutual understanding.

Step 2: Detailed Explanation:

Active listening contributes to effective communication by:

1. Reducing Misunderstandings: By concentrating fully and clarifying doubts immediately,
the listener ensures they haven’t misinterpreted the message.

2. Building Trust: It shows respect for the speaker, making them feel heard and valued,
which fosters a better relationship.

3. Providing Better Feedback: Since the listener has fully grasped the points, their response
is more relevant and productive.

4. Information Retention: It helps in remembering key details and instructions more accu-
rately.

Step 3: Final Answer:
Active listening acts as the ”feedback loop” that ensures the message is received exactly as the
sender intended, minimizing errors and building rapport.

9 Quick Tip

Active listening involves ”paying attention” with your eyes (body language), your ears
(hearing words), and your mind (understanding intent).

Section B

(Attempt any four questions from this Section)
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4(i). Briefly explain cash transactions and credit transactions with one example
for each.

Correct Answer: [Descriptive Answer]

Solution:

Step 1: Understanding the Concept:
Transactions in business are categorized based on when the payment is made relative to the
delivery of goods or services.

Step 2: Detailed Explanation:

1. Cash Transactions: These occur when the payment is settled immediately at the time of
the transaction using cash, cheques, or digital modes.

Example: A customer buying a loaf of bread from a grocery store and paying for it instantly
at the counter.

2. Credit Transactions: These occur when the delivery of goods or services happens imme-
diately, but the payment is deferred to a future agreed-upon date.

FExample: A retail store purchasing stock from a wholesaler and agreeing to pay the invoice
within 30 days.

Step 3: Final Answer:
Cash transactions involve immediate payment, whereas credit transactions involve delayed pay-
ment, establishing a debtor-creditor relationship.

9 Quick Tip

Think of ”Cash” as "Now” and ”Credit” as ”Later.” Most B2B (Business-to-Business)
transactions are conducted on credit to maintain steady operations.

4(ii). The credit to the customer is good for profitability through maximising sales
but it also comes with inherent risks. Explain any five risks of credit transactions.

Correct Answer: [Descriptive Answer]

Solution:
Step 1: Understanding the Concept:
Offering credit is a marketing tool to increase sales, but it exposes the business to financial

uncertainties.

Step 2: Detailed Explanation:
The five major risks associated with credit transactions are:
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1. Bad Debts: The risk that a customer may never pay the amount due because of bankruptcy
or dishonesty.

2. Cash Flow Problems: When money is tied up in ”Receivables,” the business might lack
the actual cash needed to pay its own operational expenses.

3. Increased Admin Costs: The business must spend money on credit checks, invoicing
systems, and collection staff.

4. Loss of Interest: The business loses the potential interest it could have earned if that cash
were in a bank account instead of with the customer.

5. Legal Costs: If a customer defaults, the business may have to spend significant funds on
legal proceedings to recover the debt.

Step 3: Final Answer:
While credit boosts sales volume, it introduces the risk of non-payment, liquidity crunches, and
higher administrative overheads.

@ Quick Tip

To manage these risks, businesses often use an ” Aging Schedule” to track how long in-
voices have remained unpaid and identify risky customers early.

4(iii)(a). Briefly explain: Credit limit

Correct Answer: [Descriptive Answer]

Solution:

Step 1: Understanding the Concept:
A credit limit is a risk-control measure used by businesses to limit their exposure to potential
losses from a single customer.

Step 2: Detailed Explanation:

It is the maximum amount of credit a business is willing to extend to a specific customer based
on their creditworthiness and payment history.

If the customer reaches this limit, they cannot make further purchases on credit until they pay
off part of their existing balance.

Step 3: Final Answer:

A credit limit acts as a financial safety net that prevents customers from accumulating more
debt than they can likely repay.
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9 Quick Tip

Credit limits are usually higher for long-term, loyal customers with a perfect payment
record and lower for new or high-risk clients.

4(iii)(b). Briefly explain: Legal rights

Correct Answer: [Descriptive Answer]

Solution:

Step 1: Understanding the Concept:
Legal rights in credit management refer to the statutory protections available to a seller to
ensure they are compensated for goods or services provided.

Step 2: Detailed Explanation:

When a sale is made on credit, a legal contract is formed.

The seller has the right to sue for the recovery of the debt, the right to charge interest on late
payments (if agreed upon), and sometimes the right to reclaim the goods if they haven’t been
paid for.

Step 3: Final Answer:
Legal rights provide the framework for debt recovery through the judicial system if a customer
defaults on their payment obligations.

@ Quick Tip

Always ensure that ”Terms and Conditions” are printed clearly on every invoice to
make your legal rights enforceable in court.

5(i). Mention any five common reasons why customers fail to make payments.

Correct Answer: [Descriptive Answer]

Solution:
Step 1: Understanding the Concept:
Payment defaults can occur due to various internal (customer-side) or external (market-side)

factors.

Step 2: Detailed Explanation:
The five common reasons are:
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1. Financial Hardship: The customer is experiencing a business downturn or personal finan-
cial crisis and lacks funds.

2. Disputes: The customer is unhappy with the quality of goods or services and is withholding
payment as a form of protest.

3. Administrative Errors: The customer never received the invoice, or it was sent to the
wrong department.

4. Forgetfulness: Poor organizational skills on the customer’s part lead to missing due dates.
5. Cash Flow Timing: The customer is waiting for their own clients to pay them before they
can settle their debts with you.

Step 3: Final Answer:
Payment failures are typically caused by insolvency, dissatisfaction with the product, adminis-
trative lapses, or temporary liquidity gaps.

Q Quick Tip

Regular follow-ups and automated email reminders can eliminate ” Forgetfulness” and
”Admin Errors” as reasons for late payments.

5(ii). Discuss the role of ineffective credit management practices in contributing
to missed payments.

Correct Answer: [Descriptive Answer]

Solution:

Step 1: Understanding the Concept:
Often, late payments are the result of poor internal systems within the selling company rather
than the customer’s intent.

Step 2: Detailed Explanation:

Ineffective practices include:

1. Weak Screening: Granting credit to customers without checking their credit history.

2. Vague Terms: Not clearly stating the due date or interest penalties for late payment on
the invoice.

3. Delayed Invoicing: If you send the bill late, the customer will likely pay even later.

4. Lack of Follow-up: If a business doesn’t ask for its money, some customers will assume
the debt isn’t a priority.

Step 3: Final Answer:

Poor credit management creates an environment where customers feel they can delay payments
without consequences, directly increasing the number of missed payments.
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9 Quick Tip

A 7Strict Credit Policy” implemented consistently is the best defense against a high
rate of missed payments.

8(i)(a). Aryan bought a pair of shoes online. The website says, ’7 days’ exchange
policy only if item is unused.” Can Aryan exchange the shoes if they were worn
once?

Correct Answer: No

Solution:

Step 1: Understanding the Concept:
Store policies regarding returns and exchanges are legally binding terms of sale that customers
must adhere to.

Step 2: Detailed Explanation:

The policy specifically mentions ”only if the item is unused.”

Wearing the shoes once, even for a short duration, classifies them as "used” items.

Once an item is used, it cannot be resold as "new” by the retailer, which is why the exchange
request would be denied.

Step 3: Final Answer:
No, Aryan cannot exchange the shoes because he has violated the "unused” condition of the
store’s policy.

9 Quick Tip

Always try on shoes on a clean carpeted surface to ensure they fit before removing tags
or wearing them outside.

8(i)(b). What does an exchange policy mean?
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Correct Answer: [Descriptive Answer]

Solution:

Step 1: Understanding the Concept:
An exchange policy is a post-purchase service offered by retailers to build customer trust.

Step 2: Detailed Explanation:

It is a rule set by a store that allows a customer to return a product in exchange for another
product (usually of the same value or a different size/color).

Unlike a ”Refund Policy,” where money is returned, an ”Exchange Policy” keeps the transac-
tion alive but changes the specific item purchased.

Step 3: Final Answer:
An exchange policy is a service allowing customers to swap a purchased item for a different one
under specific conditions.

-

9 Quick Tip

Most online retailers prefer " Exchange” over ”"Refund” because it ensures the sale is
retained within the company.

9(i). Discuss three reasons why age verification policies are important in retail
settings. Provide two examples of age-restricted products.

Correct Answer: [Descriptive Answer]

Solution:

Step 1: Understanding the Concept:
Retailers have a social and legal obligation to prevent minors from purchasing items that could
be harmful to their health or safety.

Step 2: Detailed Explanation:

Reasons for Importance:

1. Legal Compliance: Selling restricted items to minors can lead to heavy fines, loss of
license, or imprisonment.

2. Public Safety: It prevents children from accessing addictive or dangerous substances.

3. Ethical Responsibility: It maintains the store’s reputation as a responsible member of
the community.

Examples of Restricted Products:

1. Alcoholic beverages.

2. Tobacco products / Cigarettes.
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Step 3: Final Answer:
Age verification ensures that retailers follow the law, protect the health of minors, and avoid
severe legal penalties like license revocation.

@ Quick Tip

In retail, ”Challenge 25” is a common policy where staff are trained to ask for ID from
anyone who looks under the age of 25 to ensure they are at least 18.

9(ii). Explain with examples, the ethical considerations involved in refusing to sell
age-restricted products and balancing legal obligations with customer service?

Correct Answer: Subjective Answer

Solution:

Step 1: Understanding the Concept:

In retail management, age-restricted products (like alcohol, tobacco, and certain medications)
require a delicate balance between adhering to strict legal statutes, upholding social ethics, and
maintaining a high standard of customer service.

Step 2: Detailed Explanation:

The following points explain the ethical considerations and the balancing act required:

1. Social Responsibility: Ethically, a retailer has a duty to protect the community, especially
minors, from the harmful effects of certain products.

2. Legal Obligation vs. Profit: Legally, selling to minors can result in heavy fines or the
permanent loss of a trade license. Ethically, the long-term safety of the public must outweigh
the short-term profit of a single sale.

3. Balancing with Customer Service: Refusing a sale can often lead to customer dissat-
isfaction or even aggression. To balance this with customer service, staff must be trained to
refuse politely but firmly.

4. Example of Conflict: A customer might claim they are buying cigarettes for an adult
relative. Ethically and legally, the retailer must still refuse the sale if the buyer themselves
appears under-age and cannot provide ID, as the "proxy sale” rule also applies.

5. Consistency: Applying the rules equally to everyone (e.g., using a ”Challenge 25" policy)
ensures that the refusal is seen as a standard procedural requirement rather than a personal
insult to the customer, thereby preserving the service relationship.

Step 3: Final Answer:

Balancing these factors requires prioritizing legal and ethical safety while using professional
communication techniques to explain that the refusal is a mandatory compliance step, not a
lack of service.
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9 Quick Tip

In retail ethics, always remember the phrase ”Duty of Care.” Your primary duty is the
safety of the minor and the legal standing of the store, which overrides the customer’s
immediate desire to purchase.

9(iii). Ritu, a new retailer employee, was trained in handling age-restricted prod-
ucts. During her shift, a minor tried to buy tobacco. Ritu asked for an ID and
refused the sale when the customer couldn’t provide one. Her manager appreci-
ated her action. Describe any five importance of employee training in the sale of
age-restricted products.

Correct Answer: Subjective Answer

Solution:

Step 1: Understanding the Concept:
Employee training is the first line of defense for a retail business. It equips staff with the skills
to handle sensitive transactions that have significant legal and social implications.

Step 2: Detailed Explanation:

The importance of employee training in this context includes:

1. Knowledge of the Law: Training ensures that employees like Ritu are aware of the specific
legal age limits and the severe penalties (fines/imprisonment) for non-compliance.

2. Skill in ID Verification: Staff are trained on how to properly examine identification cards,
spot forgeries, and calculate age correctly from birth dates.

3. Conflict Management: Training provides employees with the verbal tools and ”de-
escalation” techniques needed to refuse a sale without causing a scene or losing the customer’s
future business.

4. Protection of Business Reputation: One illegal sale can lead to negative publicity.
Trained employees help maintain the brand as a responsible and law-abiding entity.

5. Uniformity and Confidence: As seen with Ritu, training gives new employees the con-
fidence to take the right action even under pressure, ensuring the store’s policy is applied
consistently across all shifts.

Step 3: Final Answer:

Employee training is crucial because it transforms legal requirements into practical skills, pro-
tecting the employee, the business, and the community from the risks associated with age-
restricted sales.
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9 Quick Tip

Retailers often use ”Mystery Shoppers” to test if their staff are following training.

Regular training sessions keep the rules fresh in the minds of employees, reducing the
chance of human error.
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