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1. Which of these is a part of the 'Active’' step in the DASADA
technique?

A. Asking for feedback

B. Resolving customer objections
C. Helping the customer decide
D. Presenting product features

2. What does health and safety in the workplace ensure for
individuals?

A. The right to take personal leave

B. The right to leave without adverse effects on health or safety
C. The right to discuss health concerns

D. The right to choose workplace conditions

3. What type of need requires a customer to find a portable
radio at a reasonable price?

A. Secondary need
B. Primary need
C. Emotional need
D. Rational need

4. What could trigger a 'time' objection from a customer?
A. The customer is undecided about the product
B. The customer is too busy with other commitments
C. The customer feels the price is too high

D. The customer needs to discuss with others before deciding

5. What is an emotional motive for purchasing a product?
A. Buying out of necessity for daily use
B. Purchasing due to peer pressure
C. Choosing a product for its price
D. Considering product reviews

Sample study guide. Visit https://hscretail.examzify.com for the full version



6. In the context of WHS, what does 'participation' entail?
A. Reporting incidents to management
B. Observing and following safety procedures actively
C. Waiting for instructions on safety issues
D. Reviewing safety policies annually

7. When should displays be set up in a retail environment?
A. During peak business hours
B. At a time that does not disturb regular operations
C. Anytime without a schedule
D. At the end of business hours only

8. Which type of discrimination is covered under the
Anti-Discrimination Act?

A. Employment status
B. Age
C. Location

D. Job performance

9. What is a crucial requirement for the cleanliness of the
receiving bay to maintain safety standards?

A. The bay should be cluttered for effective space usage

B. Extra packaging should be left for future deliveries

C. The receiving bay should be kept clean and tidy

D. Items should be stored in the bay until further processing

10. Which of the following is NOT a step employees should
follow when addressing customer complaints?

A. Listening to the customer
B. Ignoring the complaint
C. Acknowledging the issue

D. Following up on the resolution
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1. Which of these is a part of the 'Active’' step in the DASADA
technique?

A. Asking for feedback
B. Resolving customer objections
C. Helping the customer decide

D. Presenting product features

In the context of the DASADA technique, the 'Active’ step focuses on engaging with the
customer and facilitating their decision-making process. Helping the customer decide is
crucial because it actively involves the customer in the buying process, guiding them
through considerations to aid their ultimate choice. This step emphasizes the importance
of understanding customer preferences and encouraging them to articulate their needs,
which enhances their confidence in the decision they are about to make. While other
steps in the DASADA technique are essential, such as asking for feedback, resolving
objections, and presenting product features, they primarily support the overall goal of
assisting the customer rather than directly engaging them in making a decision. In
contrast, helping the customer decide is a proactive approach that directly influences
their purchasing journey and reinforces the customer-service relationship.

2. What does health and safety in the workplace ensure for
individuals?
A. The right to take personal leave
B. The right to leave without adverse effects on health or safety
C. The right to discuss health concerns

D. The right to choose workplace conditions

Health and safety policies in the workplace are designed to create an environment where
employees can perform their tasks without the risk of injury or adverse health effects.
Ensuring that individuals have the right to leave the workplace without facing negative
impacts on their health or safety is fundamental to these policies. This right emphasizes
the responsibility of employers to provide a safe working environment, as well as the
obligation for businesses to take preventive measures against hazards that could lead to
health issues or unsafe conditions. Maintaining a focus on health and safety allows
employees to feel secure and promotes overall well-being, which in turn can enhance
productivity and morale within the organization. It is not merely about the physical
aspects of the workplace but also encompasses mental well-being and the assurance that
one can report unsafe practices or conditions without fear of reprisal. Although the
other options touch on important aspects of employee rights, they do not directly relate
to the core objectives of health and safety regulations within the workplace. For instance,
personal leave and discussing health concerns are important but do not specifically
address the comprehensive protective strategies aimed at preventing health and safety
risks in the first place. Choosing workplace conditions can be an aspect of employee
engagement, but it is not a foundational element of health and safety regulations.
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3. What type of need requires a customer to find a portable
radio at a reasonable price?

A. Secondary need
B. Primary need

C. Emotional need
D. Rational need

The type of need that involves a customer seeking a portable radio at a reasonable price
is classified as a primary need. Primary needs are fundamental and often essential for
day-to-day living. In this case, the customer may require the portable radio for practical
reasons such as staying informed, entertainment, or even safety during outdoor
activities. The emphasis on finding it at a reasonable price indicates a focus on budget
considerations, which is typical when addressing essential needs. Rational needs pertain
to logical decision-making based on functionality and price, but the primary
categorization in this context leans more towards the essential nature of owning a
portable radio, especially if it serves a significant purpose. Emotional needs relate to
feelings and personal satisfaction, which are not the primary motivators here. Secondary
needs, on the other hand, encompass desires that are not essential for survival and often
include luxury items or wants rather than necessities. Thus, the focus on an essential
item like a portable radio aligns more closely with primary needs.

4. What could trigger a 'time' objection from a customer?
A. The customer is undecided about the product
B. The customer is too busy with other commitments
C. The customer feels the price is too high

D. The customer needs to discuss with others before deciding

A 'time' objection from a customer commonly arises when they feel the need to postpone
a decision or further evaluate their options before making a commitment. In this case,
the customer wanting to discuss with others before deciding indicates that they are not
yet ready to move forward. They perceive a need for additional time to gather input,
consider the decision thoroughly, or seek consensus, which directly embodies the
essence of a 'time' objection. In contrast, the other scenarios might relate to different
types of objections. For instance, a customer being undecided about the product reflects
hesitation about its suitability rather than a time constraint. Feeling that the price is too
high pertains more to value perception and budgetary concerns, while being too busy
with other commitments suggests a prioritization issue rather than a specific
time-related objection. Each of those situations may involve different strategies for
overcoming objections, but the need to consult others distinctly signals a matter of
timing in the decision-making process.
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5. What is an emotional motive for purchasing a product?
A. Buying out of necessity for daily use
B. Purchasing due to peer pressure

C. Choosing a product for its price
D. Considering product reviews

An emotional motive for purchasing a product is driven by feelings and emotions rather
than logical reasoning. When someone purchases due to peer pressure, they are
influenced by their social group, wanting to fit in or be accepted. This strong desire to
connect with or impress others often taps into feelings of belonging, self-esteem, and
social identity, making it a clear example of an emotional motive. In this context, the
other options reflect different types of motivations. Buying out of necessity for daily use
shows a practical approach, focusing primarily on functional needs without emotional
involvement. Choosing a product for its price indicates a financial motivation, dealing
with budgetary concerns rather than emotional ties. Considering product reviews
typically leans toward rational decision-making, where consumers seek validation based
on the experiences of others, rather than a personal or emotional connection to the
product.

6. In the context of WHS, what does 'participation' entail?
A. Reporting incidents to management
B. Observing and following safety procedures actively

C. Waiting for instructions on safety issues
D. Reviewing safety policies annually

Participation in the context of Workplace Health and Safety (WHS) involves taking an
active role in promoting and adhering to safety practices within the workplace. This
means being proactive in observing and following established safety procedures, which
not only helps to create a safer work environment but also fosters a culture of safety
among all employees. Being actively engaged in safety protocols contributes to a
collective responsibility for workplace safety, encouraging everyone to be vigilant and to
continuously uphold safety standards. It emphasizes the importance of not just adhering
to these practices when prompted, but actively integrating safety into daily routines and
operations. In contrast, the other options reflect more passive behaviors. Reporting
incidents is a reactive measure rather than an active participation, while waiting for
instructions indicates a lack of initiative. Reviewing policies, while important, occurs less
frequently and does not embody the everyday active engagement that participation
entails.
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7. When should displays be set up in a retail environment?
A. During peak business hours

B. At a time that does not disturb regular operations
C. Anytime without a schedule
D. At the end of business hours only

Setting up displays in a retail environment should ideally be done at a time that does not
disturb regular operations. This practice ensures that customers can shop uninterrupted
and that employees can maintain their usual workflow. If displays are set up during peak
business hours, it could lead to congestion and frustration among customers and staff,
hindering the overall shopping experience. Similarly, setting up displays at the end of
business hours might limit the opportunity for some displays to attract customers before
the store closes. Choosing a time when traffic is lower allows for the careful placement of

merchandise, ensuring that the displays are effective and appealing while maintaining a
pleasant shopping environment.

8. Which type of discrimination is covered under the
Anti-Discrimination Act?

A. Employment status

B. Age
C. Location

D. Job performance

The correct answer is age, as it specifically refers to a category of discrimination that is
often prohibited under many anti-discrimination laws, including the Anti-Discrimination
Act. This legislation typically aims to protect individuals from being treated unfairly
because of their age, particularly in employment and service contexts. Age discrimination
can manifest in various ways, such as unfair hiring practices, promotional opportunities,
or workplace policies that treat employees differently based on their age. The other
options are generally not classified as discrimination types under this framework. For
instance, employment status may relate to job security and worker rights but does not
typically fall under age-specific protections. Location does not inherently involve
discrimination unless coupled with specific socioeconomic factors or policies that
disadvantage individuals in certain areas. Job performance is also not a basis for
discrimination, as it relates to an individual's abilities or output rather than a protected
characteristic like age. Understanding these distinctions helps clarify why age is
recognized explicitly in anti-discrimination statutes.
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9. What is a crucial requirement for the cleanliness of the
receiving bay to maintain safety standards?

A. The bay should be cluttered for effective space usage

B. Extra packaging should be left for future deliveries

C. The receiving bay should be kept clean and tidy

D. Items should be stored in the bay until further processing

Maintaining cleanliness and tidiness in the receiving bay is essential for several critical
reasons. A clean and organized receiving area helps prevent accidents, such as slips,
trips, and falls that can occur due to debris or clutter. This not only protects the safety of
employees working in the bay but also ensures compliance with safety regulations and
standards set by workplace health and safety authorities. Moreover, a tidy receiving bay
facilitates efficient operations. When items are organized and clearly visible, it allows for
smoother handling, checking, and processing of goods, thereby reducing the risk of
errors and improving overall workflow. Keeping the area clean also helps in monitoring
for any potential issues, such as pest infestations or damages to incoming goods. By
prioritizing cleanliness, businesses uphold safety standards and create a conducive
environment for effective inventory management and operational efficiency. Thus, the
requirement for the receiving bay to be kept clean and tidy is a fundamental aspect of
maintaining safety and operational integrity in a retail setting.

10. Which of the following is NOT a step employees should
follow when addressing customer complaints?

A. Listening to the customer

B. Ignoring the complaint
C. Acknowledging the issue

D. Following up on the resolution

When addressing customer complaints, it is crucial for employees to engage with the
customer in a constructive manner. Ignoring the complaint fundamentally undermines
the purpose of customer service, which is to resolve issues and enhance customer
satisfaction. Listening to the customer is an essential first step. It allows employees to
understand the concerns fully and demonstrates that the company values the customer’s
opinions. Acknowledging the issue is equally vital as it reassures the customer that their
grievances are taken seriously. Following up on the resolution further strengthens the
relationship by showing continued support and commitment to customer satisfaction.
Overall, ignoring customer complaints dismisses the customer's feelings and can lead to
negative experiences, potentially driving customers away. Adhering to the other steps
fosters a positive environment where issues are resolved effectively and customers feel
heard and valued.
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