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“Exception management” involves:

(A) Ignoring all errors to save time

(B) ldentifying, isolating, and resolving
issues like unreadable barcodes or
missing packages

(®) Charging the customer extra for
processing errors

(D) Closing the warehouse for the day

What is the “Last Mile” in e-commerce

logistics?

(A) The distance a customer walks to
pick up a package

(B) The distance between the
manufacturer and the warehouse

© The final leg of the supply chain where
the shipment is delivered from the
local hub to the end customer

(D) The final mile of a marathon race

Why is the Last Mile considered the most

important part of the supply chain?

(A) It is the cheapest part of logistics

(B) It requires the largest delivery trucks
(®) It is the easiest process to manage
D) It directly impacts customer

satisfaction and is the only physical
touch point with the buyer

Which of the following is a major challenge

in Last Mile delivery for e-commerce?

(A) Customer unavailability, incorrect
addresses, and heavy traffic

(B) Bulk shipping discounts

(9] Too many packages arriving at the
same time

D) High-speed automated sorting
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A “Geocoded address” helps delivery
associates by:

(A) Changing the customer’s name

(B) Providing exact latitude and
longitude coordinates for precise
navigation

(®) Translating the address into another
language

D) Telling them the weather at the
delivery location

Which of the following is NOT a Last Mile
delivery challenge?

(A) Narrow streets and lack of parking

(B) Sorting bulk shipments at a

manufacturer’s factory
(®) High volume of cash handling
D) Customer not picking up their phone

“Crowdsourced delivery” means:

(A) Using airplanes to drop packages
in crowds

(B) Making customers pick up
packages from the main office

(®) Hiring local, independent couriers
or everyday people to deliver

packages using their own vehicles

(D) Forcing employees to deliver

packages on their days off
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8. How does Al improve Last Mile operations?
(A) By replacing all customer service
agents with human robots
(B) By predicting traffic patterns and
optimizing  delivery  routes
dynamically
(B) By making packages lighter
D) By deleting negative customer
reviews
9. Which of the following directly leads to “Bad
customer service”?
(A) Punctual delivery associates
(B) Unexplained delays and lack of
communication about shipment
status
(®) Clear tracking links on the mobile
app
D) Polite and helpful delivery staff
10. Which practice helps build trust with a
customer during cash-on-delivery
transactions?
(A) Demanding the cash before letting
the customer hold the sealed box
(B) Counting the cash in front of the
customer and handing over the
package professionally
(®) Telling the customer that you don't
have change and keeping the extra
money
D) Forcing the customer to pay double
the amount
C020203T-D/25
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1. What does “POD” stand for in Last Mile
logistics?
(A) Point of Delivery
(B) Package on Demand
(®) Process of Distribution
D) Proof of Delivery
12. Which of the following is a valid form of
electronic Proof of Delivery?
(A) The driver’s word that they
delivered it
(B) A photo of the driver eating lunch
(®) A digital signature on a handheld
device or an OTP provided by the
customer
(D) A handwritten note on a scrap of
paper
13. “Hyperlocal delivery” refers to:
(A) Shipping  products  across
international borders
(B) Delivering goods by train between
states
(®) Delivering only heavy furniture
(D) Extremely fast deliveries (often
under 2 hours) within a very limited
local area
14. Why is customer service critical in Last Mile
logistics?
(A) It is the least expensive part of
operations
(B) Customers rarely care about
delivery service as long as they get
the product
(®) Itis the final physical impression the
customer has of the brand, heavily
influencing repeat business
D) Customer service is only important
during the payment phase
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15. An “Innovation in Last Mile Logistics”
includes:
(A) Going back to using paper maps
(B) Stopping the use of tracking
numbers
(®) Using drones for deliveries in
remote or highly congested areas
D) Forcing customers to come to the
main factory to pick up goods
16. Which technology trend is shaping the future
of Last Mile logistics?
(A) Moving away from internet usage
(B) Al-driven demand forecasting and
autonomous delivery bots
(®) Using smaller font sizes on delivery
labels
(D) Manual counting of every parcel on
a paper list
17. “Proactive customer communication” means:
(A) Only talking to the customer if they
call to complain
(B) Never messaging the customer
(@) Calling the customer at midnight to
ask for directions
D) Sending automated updates about
delays before the customer has to
ask
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18. Inbound operations at a processing center
primarily deal with:
(A) Loading delivery vans for final
customer drop-off
(B) Handling customer phone calls
© Storing damaged goods permanently
D) Receiving, unloading, and scanning
shipments arriving from sellers or
other hubs
19. Which of the following is a key activity in
Outbound operations?
(A) Unloading trucks
(B) Resolving seller billing issues
(®) Consolidating processed bags and
loading them onto Line Haul or
delivery vehicles
D) On boarding new delivery associates
20. Processing Centre staff roles and
responsibilities include:
(A) Only sweeping the floor
(B) Managing material flow, operating
scanning equipment, sorting
packages, and maintaining safety
(®) Deciding product prices on the e-
commerce website
D) Packaging products at the seller’s
factory
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21. What is “Scan Rate™?

(A) The price of a barcode scanner

(B) The speed of the delivery vehicle

(®) The number of packages scanned
per minute or hour by an operator

(D) The percentage of damaged
packages

22. In a well-designed hub layout, the flow of
goods should ideally be:

(A) Circular

B) Unidirectional

(®) Completely random

(D) Backwards from outbound to
inbound

23. Why is “Productivity” a critical metric for a
processing center?

(A) It directly impacts operational costs
and the ability to meet customer
delivery promises

(B) It dictates the color of the uniforms

(B) It determines the brand of trucks
used

D) It is required by law to be published
in local newspapers

24. What does the term “Backlog” mean in a
hub?

(A) Packages that have already been
delivered

(B) Packages that were returned by the
customer

(®) Shipments that have arrived at the hub
but have not yet been processed

D) Employees who are on leave
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25. Which of the following is a challenge in

Reverse Logistics?

(A) Delivering packages too quickly

(B) Predicting the volume and condition
of returned items

(®) Customers paying extra for returns

D) Having zero items returned

26. Which tool is commonly used in Last Mile
operations to optimize routes?

(A) Microsoft Excel only

(B) Physical road atlases

(®) GPS — Enabled Route Optimization
Software

D) Social media polling

27. “Metrics to measure in the last mile” include:

(A) Number of packages in the first mile

(B) Length of the processing center
conveyor belt

(®) Number of sellers registered on the
platform

D) On-Time Delivery percentage and
First-Attempt Delivery Rate

28. What role does “Automation and technology”
play in driving Last Mile metrics?

(A) It makes tracking impossible

(B) It increases the cost of every
delivery by 500%

(@) It provides real-time visibility,
dynamic routing, and automated
customer notifications

(D) It removes the need for any human
delivery drivers
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29. Which of the following is an “Exception” in ~ 29.

First Mile operations?

(A) A package processed on time

(B) A package having a clear,
scannable barcode

(9] A delivery vehicle arriving on
schedule

D) A seller’s shop being closed during
the scheduled pickup time

30. How do exceptions impact operations at a  30.
processing center?

A) They create backlogs, require manual
intervention, and cause delivery
delays

(B) They speed up operations

(®) They have no impact on daily
operations

D) They reduce the total cost of
logistics operations

31. The “Unloading Dock” should ideally be  31.
placed close to the:

(A) Final sorting area

(B) Inbound scanning and staging
area

(®) Employee cafeteria

D) Outbound loading dock

32. What does “Staging” mean in a processing  32.
center layout?

(A) Building a physical stage for
employee performances

(B) Holding packages temporarily in a
designated area before they move
to the next processing step

(®) Packing products in colorful boxes

(D) Delivering goods directly to the
customer’s house
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33. “First-Attempt Delivery Rate” is important
because:

(A) Re-attempts cost the company more
money and delay customer
satisfaction

(B) It measures how fast the driver can
run

(®) It determines the color of the
package

D) It tracks how many packages a
driver can lift at once

34. What is a “Dark Store” in the context of Last

Mile delivery?

(A) A store that has no lights

(B) A store that sells illegal goods

(®) A local fulfillment center used
exclusively for processing online
orders, not open to retail walk-in
customers

D) A warehouse located underground

35. Why are Electric Vehicles becoming popular
in Last Mile logistics?

(A) They are faster than airplanes

(B) They do not require any
maintenance

(®) They reduce carbon emissions and
offer lower operating costs in stop-
and-go city traffic

D) They are cheaper to buy than
bicycles
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36.  Productivity in a processing center is  36.
calculated as:
(A) Total weight of packages / Total
number of employees
(B) Total packages processed / Total
hours worked
(®) Total distance traveled by vehicles
| Total number of packages
(D) Total number of managers / Total
number of workers
37. Which tool is essential for managing  37.
operations on the First Mile dashboard?
(A) Warehouse Management System
or Logistics ERP software
(B) MS Paint
(@) A physical calculator
D) Social media management tools
38. A “Processing Centre” is also commonly ~ 38.
referred to as a:
(A) Retail store
(B) Corporate head office
(®) Manufacturing plant
D) Logistics hub or fulfillment center
39.  Which of the following contributes to poor 39
productivity in a hub?
(A) Well-trained staff
(B) Frequent equipment breakdowns
and lack of clear sorting processes
(®) High-speed automated sorters
D) Clear and organized floor layout
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40. Which of the following is a good practice of

customer service in delivery?

(A)

(8)

©)

©)

Arguing with customers about the
location

Being polite, punctual, and handling
packages with care

Throwing packages at the door to
save time

Demanding extra tips from the
customer

41. Which of the following is a bad practice in

customer service?

(A)

B)

Calling the customer to confirm their
availability before arrival

Helping an elderly customer carry
a heavy box inside

Speaking rudely to a customer who
is confused about their order
Verifying the customer’s identity
before handing over a high-value
package

42. What is the relationship between metrics and
customer service?

(A) High on-time delivery metrics
generally correlate with high
customer satisfaction

(B) Metrics have no relationship with
how a customer feels

(®) Tracking metrics always makes
customer service worse

D) Metrics only measure the cost of
delivery, not quality

C020203T-D/25

40.

41.

42.

(14)

fecliadt § seemy |idg 3 “erest oneq”
frfeiag & @ dF-d1 37

(A)

(B)

DI B dHT HEHY 9 I8d
CAGI

o8 81, 999 @ e 8N

AR YBoT B A | G

C) o S & T axamt W Yt
CalE |

(D)  PECHT § TeRg [T &t 7R el

ey aiag ¥ i § @ aF-a

“qi oTea” 87

(A) AT 8 Usd HECHAT @l
SUAET HHH HA B [T I
EIRECTC|

(B) el ST HEH AN
I o I H AEE B

(C) TN SET Al AHT T FEH
9 &9 FaeR B

(O)  EE-Icg Yool A | TBel HEEH
B TN AAHE B

Hfem ok Femx @fdq & €9 #&n

ey &7

(A) e SiiH-erd fedEd Hifgr
AR TR B8 HEeHT Al
GRS SRER R

B) Hifedrd @ 29 9 q P Hay
TE © % A 61 FogH H
g

C) e Hifged =8 Few afda
P TEAX S &

(D)  Hifgdd dad Sl AN Bl
9q €, Faneer @ e



43.  What is a current “Trend in Last Mile  43.
delivery”?
(A) Using horses for delivery
(B) Stopping the use of mobile phones
by drivers
(@) Usage of EVs, drones, and
automated delivery lockers
(D) Relying solely on physical paper
maps
44.  “Route optimization” in Last Mile operations ~ 44.
helps to:
(A) Increase the distance a driver
travels
(B) Make the driver's job more
complicated
(®) Minimize travel time, fuel costs, and
ensure on-time deliveries
D) Increase the number of customer
complaints
45. The “Delivery Process” typically involves: 48.
(A) Picking up products from the seller
(B) Sorting packages at a master hub
(®) Manufacturing the packaging boxes
D) Loading the delivery vehicle,
navigating to the customer’s address,
and handing over the package
46.  What does “Reverse pickup process” refer ~ 46.
to?
(A) Delivering products to the customer
(B) Picking up a product from the
customer returning it back to the
seller or warehouse
(®) Picking up products from
international airports
(D) Moving packages from the
outbound dock to the inbound dock
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47. Which metric is used to measure the
efficiency of processing operations?
(A) Throughput-packages processed
per hour/day
(B) Number of website clicks
(®) Average age of employees
(D) Number of delivery vans in the
parking lot
48. A “First Mile Dashboard” is primarily used
for:
(A) Watching training videos
(B) Calculating the CEQ’s bonus
(®) Real-time monitoring of operations,
pending pickups, backlog, and hub
productivity
D) Typing emails to customers
49, What are “Pickup operations metrics™?
(A) The physical height and weight of
the pickup associate
(B) The distance between the customer
and the delivery driver
(@) Measures like on-time pickup
percentage, pickup lead time, and
seller wait time
(D) The number of years a seller has
been in business
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50. Which entity bridges the gap between First  50.
Mile and Last Mile?
(A) The customer’s doorstep
(B) The seller’s loading dock
(9] The digital payment gateway
(D) The Line Haul network and
processing centers
51. What is a “Manifest” in First Mile operations? ~ 51.
(A) A customer’s invoice receipt
(B) A marketing brochure
(®) A list of all shipments scheduled for
pickup or loaded onto a vehicle
(D) A map of the warehouse layout
52. First Mile logistics costs are highly  52.
influenced by:
(A) The weather at the customer’s
location
(B) Density of sellers in an area and
route optimization
(®) The price of the products being sold
D) The language spoken by the
customer
53. In an e-commerce marketplace model like  53.
Amazon or Flipkart with a third-party sellers,
First Mile usually starts at:
(A) The marketplace’s own dark store
(B) The customer’s residence
(®) The individual seller's warehouse
or shop
(D) An international airport
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4. What role does “Weight and Dimension -
deadweight and volumetric weight” capture
play in processing?

(A) It determines the shipping cost and
loading capacity of vehicles

(B) It has no role

(®) It helps in choosing the color of the
delivery van

D) It is used to calculate the salary of
the customer

95. The staff responsible for sorting packages
based on zip codes are part of:

(A) Outbound delivery staff

(B) Marketing staff

(®) Legal and compliance staff

D) Hub processing operations staff

96. Which of the following is NOT a safety
measure in processing operations?

(A) Wearing safety vests and boots

(B) Running on conveyor belts for fun

(9] Using proper lifting techniques for
heavy boxes

(D) Keeping fire exits clear

7. What is the main purpose of studying the
layout of a processing center?

(A) To make it look attractive for visitors

(B) To minimize material handling,
maximize space utilization, and
ensure smooth flow of shipments

(®) To decide where to put the office
plants

(D) To reduce the number of
employees required
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58. To ensure the safety and security of  58.
shipments during pickup, riders must:

(A) Leave packages unattended in
open vehicles

(B) Verify that packages are properly
sealed and tamper-evident before
accepting them

(@) Open every box to check the
quality of the product

(D) Ask the seller to keep the package
unsealed

59. Which of the following is a key piece of “Pickup ~ 99.

Documentation™?

(A) A return shipping label

B) A signed run sheet or digital
confirmation acknowledging receipt of
goods

(®) The seller's business license copy

D) The customer’s credit card statement

60. What is meant by “Primary Processing”ata  60.
hub?

(A) The initial operations like unloading,
scanning, weighing, and dimension
capture

(B) The final stage before delivery

(®) Sorting packages by specific street
address

D) Processing customer refunds

61. “Secondary Processing” typically involves: ~ 61.

(A) Unloading trucks at the gate

(B) Fine sorting of packages by
delivery zone, pincode, or line-haul
route

(9] Picking up shipments from vendors

D) Printing the master company
invoice
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62. Who has the responsibility to ensure that fragile
items are handled correctly during pickup?
(A) Only the customer
(B) The pickup associate and the
processing center staff
(@) The software developer who built
the app
(D) The security guard at the main gate
63. Which document acts as proof that the seller
handed over specific shipments to the
logistics partner?
(A) The seller's tax return
(B) The customer’s order confirmation
email
(®) The Pickup Manifest or run sheet
signed or digitally acknowledged
D) A blank sheet of paper
64. What does “Inbound scanning” accomplish?
(A) It marks the shipment as “received”
in the hub, updating its tracking
status
(B) |t automatically deletes the shipment
from the system
(®) It calls the customer to ask for their
address
D) It prints the delivery invoice
65. If a package is found to be damaged during
primary processing at the hub, what should
happen?
(A) It should be delivered to the
customer anyway
(B) It should be marked as an
exception, put in a holding area,
and the seller notified
(9] It should be thrown in the trash
immediately
(D) The processing staff should try to
glue it back together without telling
anyone
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66. Which of the following is NOT a benefitofan ~ 66.
efficient First Mile?

(A) Faster overall delivery times

(B) Higher seller satisfaction

(®) Guaranteed zero customer returns

D) Lower shipping costs

67. “First Mile operations are invisible to the  67.
customer.” This statement is generally:

(A) True, because the customer only
interacts with the website and the
delivery driver

(B) False, because customers must go
to the hub to drop off orders

(®) True, because it involves no
physical packages

(D) False, because customers track
every single step on video

68. The term “Logistics” originated from which  68.
sector?

(A) Agriculture

(B) Education

(®) Healthcare

(D) Military

69. Which software is most critical for  69.
coordinating First Mile operations?

(A) TMS-Transportation Management
System / Fleet Management

(B) Graphic design software

(@) Video editing tools

D) Payroll accounting software
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70. What does the “First Mile” in e-commerce
logistics refer to?
(A) The movement of goods between
two major regional hubs
(B) The movement of goods from the
customer back to the warehouse
C) The delivery of goods to the
customer’s doorstep
D) The movement of goods from the
seller/manufacturer to the first
processing center
71. Which of the following best describes “Line
Haul™?
(A) The initial pickup of the package
from the seller
(B) The long-distance transportation of
goods between hubs or cities
€ The final delivery of the package to
the customer
D) The process of packaging items at
the seller's warehouse
72. “Last Mile” operations are focused on:
(A) Transporting bulk goods by ralil
(B) Delivering the product from the final
delivery hub to the end customer
€ Sorting packages at a master
fulfillment center
D) Picking up orders from small-town
vendors
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73. “Cross-docking” is a processing technique  73.
where:

(A) Goods are unloaded from an
incoming vehicle and loaded
directly into outbound vehicles with
little or no storage

(B) Goods are stored in a warehouse
for months

(®) Goods are returned to the seller
immediately

D) Packages are opened and
inspected thoroughly

74. Which of the following is an example of  74.
automation in a processing center?

(A) A worker pushing a heavy trolley

(B) A conveyor belt system with
automated barcode scanners

(®) A handheld clipboard with a pen
attached

(D) A person manually writing address
labels

75. What is the primary cause of “bottlenecks”  75.
in manual processing operations?

(A) Too much automation

(B) Using too many barcodes

(@) Human fatigue and physical limits on
how fast packages can be sorted

D) Having an excessively large
warehouse

76. “Bag closing” is a critical step in bagging  76.
operations because it:

(A) Makes the bag look pretty

(B) Ensures no packages fall out or are
stolen during transit to the next hub.

(®) Reduces the total weight of the bag

(D) Signals the computer to delete the
data
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7. What is the first step in the shipment pickup
process?
(A) Sorting the package at the hub
(B) Generating a pickup request and
assigning it to a rider
(@) Delivering the package to the
customer
(D) Processing the customer’s payment
78. What is a primary role of “Pickup operations
staff"?
(A) To manage social media ads
(B) To cook food for the warehouse
employees
(®) To interact with sellers, check
package readiness, and safely
collect shipments
(D) To negotiate prices with the end
customer
79. In pickup coordination, why is real-time
tracking important?
(A) To see if the rider is taking
unauthorized breaks
(B) To provide accurate ETAs to sellers
and optimize fleet movement
(®) To drain the battery of the rider’s
mobile device
D) To increase the paper billing
documentation
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80. What is the main purpose of “Bagging  80.
operations”™?
(A) To prevent the customer from
seeing the brand
(B) To consolidate multiple shipments
heading to the same destination to
ensure efficient transport
(®) To make the packages heavier
D) To increase the time taken to
process shipments
81. A characteristic of “Manual processing  81.
operations” is:
(A) Extremely low labor costs
(B) Automated weight and dimension
checks
(®) Zero human involvement in the
processing center
D) High reliance on human physical
effort for sorting and moving
packages
82. What defines “Automated processing  82.
operations”?
(A) Hiring more people to do manual
labor
(B) Using conveyor belts, barcode
scanners, and dimensioners to sort
packages rapidly
(®) Relying entirely on paper-based
manifests
(D) Manually writing down the weight of
every package
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83. Why is the First Mile operation critical in
e-commerce?

(A) Delays in the first mile ripple through
the entire supply chain, affecting
final delivery

(B) It is the heaviest part of the entire
shipping process

(®) It is the only phase where
customers see the delivery agents

(D) It requires the largest delivery
vehicles

84. What is a “First Mile Process Flow™?

(A) The step-by-step sequence of picking
up a shipment from a seller and
securing it at a processing center

(B) The sequence of steps from order
placement to customer delivery

(®) The route a delivery driver takes on
their final drop-off

(D) The process of refunding money to
a customer

85. Who initiates the request for a First Mile
pickup?

(A) The end customer

(B) The airline cargo department

(®) The e-commerce platform’s system
once an order is confirmed

(D) The local traffic police

86. An efficient First Mile operation directly helps
in:

(A) Reducing the manufacturing cost of
products

(B) Improving inventory turnover and
customer delivery speed

(®) Increasing customer return rates

(D) Lowering internet data usage on
mobile apps
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87. The primary goal of Line Haul in relationto ~ 87.
First Mile is to:
(A) Pick up individual packages from
homes
(B) Bridge the gap between local
processing centers and regional
delivery hubs
(®) Deliver small parcels directly to
customers
D) Provide customer support via
telephone
88. “SLA” in logistics stands for: 88.
(A) System Level Accuracy
(B) Service Level Agreement
(®) Sorting Line Automation
D) Secure Labeling Area
89. Which activity does NOT belong in Unit I's 89.
First Mile overview?
(A) Understanding pickup flows
(B) Comparing first mile with last mile
(®) Handling customer cash on
delivery
D) Analyzing the importance of timely
pickups
90.  If a seller operates from a residential area, g
what First Mile challenge is most likely to
arise?
(A) High customs duties
(B) Parking and  accessibility
restrictions for pickup vehicles
(®) Lack of internet connection
D) Inability to print shipping labels
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91. Why are secondary processing areas
usually organized by destination pincodes?
(A) To make the warehouse look more
colorful
(B) Because the government requires
it by law
(®) To make the scanning process
slower
D) To ensure packages are routed to
the correct line-haul vehicle or
delivery hub
92. Automated operations generally reduce:
(A) Processing speed
(B) Human error and processing time
(®) The need for electricity
D) The accuracy of shipments
93. Which of the following roles handles issues
like incomplete documentation during
pickup?
(A) The warehouse janitor
(B) The customer’s neighbor
(®) The pickup associate/rider in
coordination with operations managers
(D) The marketing manager
94. During secondary processing, packages
are placed into master bags. What is
printed on these master bags?
(A) The names of all the customers
inside
(B) A single master barcode
representing the destination hub
(®) The prices of all the products
D) A thank you note to the driver
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95. What is the standard sequence in an e-  95.
commerce supply chain?

(A) Last Mile ——>Line Haul —>
First Mile

(B) First Mile —-->Line Haul —-->
Last Mile

(®) Line Haul —-—>First Mile —>
Last Mile

D) First Mile ———>Last Mile —>
Line Haul

96. “First Mile operations are highly fragmented.”  96.

This statement means:

(A) Pickups must be made from
thousands of different, scattered
sellers

(B) All pickups are made from one giant
warehouse

(®) Every package is the exact same
size

(D) The process requires no human
effort

97. A key metric for First Mile success is  97.

“Pickup lead time”, which means:

(A) The time taken from the pickup
request being generated to the
package being picked up

(B) The time it takes for a customer to
open a package

(9] The time it takes for a plane to fly
between cities

(D) The time a seller takes to
manufacture a product
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98. Which of these is a typical challenge in First
Mile operations?
(A) Lack of customer availability during
the day
(B) Seller delays in keeping packages
ready for pickup
(®) Customer refusing to accept the
package
D) High rate of “Return to Origin” from
buyers
99. In the context of First Mile, what does a high
“SLA breach” indicate?
(A) Pickups are happening faster than
expected
(B) Packages are being packed too
securely
(®) Too many delivery associates are
waiting without work
(D) Pickups are failing to happen within
the promised timeframe
100.  Which mode of transport is most commonly
used for First Mile pickups from urban
sellers?
(A) Two-wheelers or small commercial
vans
(B) Large container trucks
(®) Cargo planes
D) Ocean freight liners
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