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2) W\t U9 g A SAfE E |
All the questions are compulsory to attempt.
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Write the answer to each question in the given answer-book only.
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Qs - A
SECTION - A
& forreu g (Sfosreda W) ¢ [14 x 12 = 7]
Select the correct option (Multiple choice questions) :
1) T eyl wew <k oot =k 7 [V2]
(37) wE (@) wfem
(W) 9= (3) 3wk |t
What are the characteristics of an ideal message?
(A) Clear (B) Consise
(C) Accurate (D) All of the above
2) ot # fohae o form Tergar ofR fagat o1 Su=m fohen iman 22 [V2]
(31) 15 (@ 05
@) 25 ) 10
How many basic punctuation marks or signs used in english?
(A) 15 (B) 05
©) 25 (D) 10
3) AU -wE wg? Toha IR 1 AT 27 [V2]
(31) TgAaTER (7) Foemnfemies
(|) ST (8) oifFamm
'Where 1s my I - Card'? Is which type of sentence?
(A) Interrogative (B) Exclamatory
(C) Declarative (D) Imperative
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4)

S)

6)

7)

(31) TR T Sk

(@) i R T
Communication 1s :
(A) One way process
(C) Three way process

HRWICHE GIEhIUT STeh hl AT @ :
(37) 3:‘@"}
@) g7

A positive attitude makes a person :

(A) Sad
(C) Happy

IROTHIRIE 8 a4 ?

(1) T wegm fuiia weh

(|) e g Heh

How to become result oriented?

(A) Set clear goals
(C) Work hard

&R T WY :
(37) Heaam

(m) aifem airE
Goal must have :
(A) Costly

(C) Deadline
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()
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(B)

(D)

()
(])

(B)

(D)

()
(3)

(B)

(D)

()

(])

(B)
(D)

[V2]
2 T gk
I § | HE TE

Two way process

All of the above

[V2]
whifem

Angry
Depressed

[V2]
Teh T AT IR ek
I At

Prepare an action plan

All of the above

[V2]
TfE=
'llﬁ:[

Speedy
Value
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8) TH........ &ifcrst lich | 1 i Tk TTEATE | [V2]
(1) ufew (%) (@) W (FHiem)
(®) & (3) IHH A B A T
A is an arrangement of cells in a horizontal manner.
(A) Row (B) Column
(C) Cell (D) None of the above
9) T § ra w e o S 2 A
(31) Ctrl +b (@) Ctrl +1
(@) Cul+1 (3 Ctrl +u
What is the shortcut key to underline text in a spreadsheet?
(A) Ctrl+b (B) Cul +1
(C) Ctrl +1 (D) Cul +u
10) weTge AiFkfeld ®A & fore fohe 7 fashea 1 U= ohed 272 [V2]
(1) ufse (@) =
(|) wES (R =
Which menu option do you use to insert a slide?
(A) Edit (B) Insert
(C) Slide (D) Tools
11) Semofictan U : [V2]
(31) fomm g (F) e @
(®) I for 3R wen 2 (8) S H & wE T
Entrepreneurship is :
(A) Science (B) Arts
(C) Both Science and Arts (D) None of the above
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12) U W JH 6 0T EA R [V2]
(1) vee e () SRom
(@) foia oR i e (3) W |
Quality of a successful entrepreneur is
(A) Initiative (B) Motivation
(C) Decision making ability (D) All of the above
13) e, Teh UH ITH! 24 S TH % BEIe o foro gwem foenféa =@ 2 ) [V2]
(31) senw sereR (9) =R S
(7) wwnierh SeHt (3) wfgen e
are the entrepreneur who develop solutions that benefits the society.
(A) Industrial entrepreneur (B) Business entrepreneur
(C) Social entrepreneur (D) Women entrepreneur
14) = @ @ S A iRl 6 wEeT R [V2]
(37) st <t qeran W gfg
(@) w=R = T
(|) rguot s e
(3) ek | & A

Which of the following is the benefit of green job :
(A) Increase the efficiency of energy

(B) Control waste

(C) Control pollution

(D) All of the above
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Qs - o
SECTION - B
fieh Tt it gfd Ao - [16 x V2 = 8]
Fill up the blanks :
15) U= Qe AR i UTgeh i PIRET Bl S H .o, =iRu | [V2]
(g / sirer)
A retailer should carefully to customer complaints.
(listen / speak)
16) U QU AR i UTgeh hi TeREE H ... T =R | [V2]
(T&eh / Fehie)
A retailer should maintain of customer complaints.
(books / records)
17) 3T=3 UTgeh T THIM ATUh TTEhL Bl ... H e el ¢ | [V2]
(SFTY T / Big &)
Good customer service always help to your customer.
(retain / lose)
18) UTEk A UTEH il ... T TITA TG 1 HE ¢ | [V2]

Customer service is the act of taking care of the customer's

(needs / money)
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19)

22)

23)

24)

TTEh O T8 Tt M o o0 ... HeEaqui ¢ |
(=athea / ¥9R)
1s important to make good relation with customer.

(Personality / communication)

Common signs of customers dissatisfaction includes reviews.

(negative / positive)

Continuous improvement is an process.

(slow / on going)

.............. e gum =1 v e € |
(el TfTeTuT / Uges Svieron)

i1s an example of continuous improvement.

(Employee training / Customer training)

............. 1 3MEeA R Tegq I oftet i g e 2 |
(iR / EEnEr)

[V2]

[V2]

[V2]

[V2]

[V2]

Allocating and managing 1s main responsibility of team leader.

(power / resources)

(197 I / k)
1s an effective work habit.
(Ask Question / Logic)

[V2]
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25) gawE .............. <R FRET SR LTI § Weg e ¢ | [V2]

Green job help to protect and restore the

(Environment / situation)

26) afua ferm A aed .. VT Tl TS hl TfeHaT 2 | [V2]
(R / =)

Entrepreneurship development refers to the process of enchancing
skills.

(business / entrepreneurial)

27) e, TSN T Uk TR ¢ | [V2]

is one of the type of spread sheet.

(Microsoft excel / Microsoft word)

28) i, T Y HETIRHAT B THTA F TR A 2 | [V2]
(3TCH—SATERAT / ATH-TEH)

is about under standing one's own need.

(Self-awareness / self-management)

29) oo, T g 8 o Fa vh @ emm @ 2 | [V2]
(T | siéte)

A sentence is one that has only one subject.

(simple / complex)
30) STerTl HIUF TIE U ... AR | [V2]

A group of sentences forms a

(paragraph / page)

V - 105
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Qug - |

SECTION - C

Y STICHeR T9 : [9x1=9]
Short answer type questions :

31) U Feneit % < v feRau | [1]

Write the two types of retail services.

32) uteek a1 | Ui o af e feiau | [1]

Write the two advantages of change in customer services.

33) e 9 FIgdh A1 Il geaqut @ ? [1]

Why it is important to gather feed back from customer.

34) dm =k A 3 v feRau | [1]

Write two features of team work.

35) @m it di @ Foaiat fafa | [1]

Write the two responsibilities of team leader.

36) UTEehi <h TULTTEAT <hl UZAH HH o ? [1]

How to identify customer expectations?
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37) aradia % 3 oy fefau | [1]

Write two benefits of negotiations.

38) e i fayasHiae i gurR? [1]

How to improve reliability of service?

39) uEew HEY TEYH % 3 o feiltam | [1]

Write two benefits of customer relationship management.

T ug - 3

SECTION - D

e w9a (Gt st 7 S foifem) - [3 x2=6]

Essay type questions (Write answers upto 2 pages) :

40) Trgent < TS ¥ FA T 7 SerEun A THee | [2]
How to handle customer problems? Explain with examples.
ga/OR
TTEh T AHEAISAT H1 UaT T <k TfHAT W <= AT |

Discuss the process of spotting customer service problems.
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41) YTgh TaT AT 9 ATUHT 1 aredd @ ¢ forr @ =it A | [2]

What do you mean by customer service information? Discuss in detail.
g1gar/OR
TTEh ol Talia AT 3R &I H8 T T ? THeh =101 foilam |

How to provide prompt service and attention to customer? Write its steps.

42) wem ot sef e i ferfa | [2]
Write the meaning and process of communication.
Fra/OR
UTgh G TeH A TUhT T dATeqd g 2 UTgeh Tael YoM <l Ufshan W =i il |

What do you mean by Customer Relationship Management? Write the process
of Customer Relationship Management.

3636 38
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