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QUESTION 1

a) Explain four characteristics of services in retail business. (8 marks)

b) Environmental forces are an important aspect in retailers strategic plan. Using
example explain how retail business are affected by different External forces in Kenya
today. (12 marks)

C) Explain the criteria used to evaluate or select target retail market segment. (10 marks)

QUESTION 2

@ Explain four factors that influence/affect the buying decision of customers.(8 marks)
(b) Describe the five advantages of strategic planning to retail business. (8 marks)

(© Explain 2 disadvantages of piece-rate payment systems in retail business. (4 marks)

QUESTION 3

@ Explain five pricing strategies/techniques that can make a retailer increase sales. (10
marks)

(b) Explain five methods of communication that a retailer can use to communicate with
the customers. (10 marks)

QUESTION 4

@ Explain five customers service characteristics that customers use to evaluate service
quality of a retail outlet. (10 marks)

(b) Explain any five advantages of online retailing (5 marks)

(© Q) Explain what you understand by corporate social responsibility (CSR). 2
marks)

(i) Highlight three disadvantages that accrue to retailer due to corporate social
responsibility. (3 marks)



