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GENERAL INSTRUCTIONS TO THE EXAMINEES :
1) ulignef AEuYm U= T-UA W MR SAfaEa: o |

Candidate must write First his/her Roll No. on the question paper
compulsorily.

2) W U A H AT B |
All the questions attempt are compulsory.
3) U A T IW & TE ITR-YEaeht | & fordd |

Write the Answer to each question in the given answer book only.
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SECTION - A
Tglahed™ 99 - T E. 19 147 | [14 x V2 =T7]
Multiple choice questions Q. No. 1 to 14.
1) frerrEEt & AU S TR UTgeh AT TfaiHTer St o1ed o= giat 82 [V2]
(31) TIrehmEdl = ASREIEST &
() TrFmEd & AAE FE SR AE i HgE
(F) VTR AW S
(3) 3 srferen T dat
What isthe goal of acustomer service representative when addressing complaints?
(A) Ignoring complaints
(B) Resolving complaints and satisfying the customer
(C) Blaming the customer
(D) Creating more problems
2) I I3 UTgeh WA 2 o TRieR Tfafshan s/ gt =igu ? [V2]
(31) 32 TSRS H (F) IR FATIN N =GIY
(%) i SR wEyid qui @ (8) 38R for 3% et sead
What should be the initial response when a customer is upset?
(A) Ignorethem (B) Increasetheir level of frustration
(C) Remain calm and empathetic (D) Blamethem for theissue
3) Uwk FHAN TehRICHE: WG TEhid H Hdl TREH 2 Hehell 27 [V4]

(21) S nfaferfert o wmt @ @ s

(d) THRIHRAT hi FTET T

(W) TEehiHTl S TN SR qHeR Al

(8) foromi iR g i oTuR de Hifia WA

How can an employee contribute to apositive organizational culture?
(A) Avoid participating in Team activities

(B) Promote Negativity

(C) Collaborate and support colleagues

(D) Keep ideas and suggestions to oneself
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3
TR W THRIHE TS Ul i | AfekrTa YiEm hr o aferest 22 [V2]
(31) SAfoRRTA FIHT | g e T TS SHAT hIS HE™ T ¢ |
(F) T AFEIIS HIE R foraga e =t guen |
(@) Ig TCATITETE <hl STl hl G 2 |
(3) T & @i W TR
What role does personal grooming play in creating a positive impression in the
workplace?
(A) It doesn’'t matter, personal grooming is not important
(B) Itreflectsprofessionalism and attention to detall
(C) Itindicates alack of confidence
(D) None of the above

TIH T A THTt S ek B Y AEH ¢ Tehd @ ? [V4]
(31) Toramet @t ASReE HE

(&) TATSE YA AR W ARG FEAT 3R Forerem T @i

(|) i % fore gud g o

(8) 3 G T

How can conflict resolution skills contribute to effective team work?

(A) Ignoring conflicts

(B) Addressing conflicts openly and finding solutions together

(C) Blamingothersfor conflicts

(D) None of the above

S saferTTa GRet SuhuT (FdiE) S ST TReN | hel TRTEH 3T 8 7 [Va]
(31) E@ weREl & fore wer =g St 2 |

(/) aE gHeAe 3R <Aet it Aeha ¢ |

(|) TEh Tavaehar Rt @ T 2 |

(3) SO HRIET Y& W g WIS T ISl ¢ |

How does the use of proper Persona Protective Equipment (PPE) contribute to
safety?

(A) Itincreases discomfort for employees

(B) It preventsaccidentsand injuries

(C) Itisnot required for any one

(D) It has no impact on workplace safety
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FHRIREAA § TR T5d1 9910 War & foru fferliaa d @ i |1 v g srm@ 22 [V
(31) @1 T A Ugel g T G (@) T e wE

(@) fafa s @ g1 o (3) =norEw PR 6 e
Which of the following isacommon practice for maintaining personal hygiene at
theworkplace?

(A) Notwashing hand before havingfood (B) Wearing dirty uniforms

(C) Washing handsregularly (D) Ignoring bathroom etiquette
TS | HIHEAA TRET TN YR 8 ? [V2]
(31) FHe 3R =e | F= & fog (9) IaTgER S & forg

(|) e FTAEReT § UR i & ot (8) Swrem At

Why workplace safety isessential in organisation?

(A) toavoidtheaccidentandinjury  (B) toincreasethe productivity
(C) toimprovethework environment (D) all of theabove

T R Rl o TS SHRUT SR 32 [V2]
(31) T dfeeyH (F) T Aor

(|) TE g SHaed (8) Wi gt

What are the potential cause of hazards at workplace?

(A) Poor ventilation (B) Poor lighting

(C) Poor Housekeeping (D) All of the above

Teh 3119t Tt it oo e 7 [2]
(37) wE (@) wifers

(@) wd=® (8) SWiea Tt

What are the characteristics of an ideal message?

(A) Clear (B) Concise

(C) Accurate (D) All of theabove

T SR fohR it A F oI A 1ot Tg7 R weg W R | 38 = e e e[V
() IThH I 9 = R (F) IW viteh ° =4 W

(@) 3Tk MAfaE R TR A AGg W (3) IR |t
Monais helping her sister to overcome a personality disorder. What should she do?

(A) Takto her sister (B) Engage her in hobbies

(C) Help her build confidence (D) All of theabove

Weylie U 2T &l dicg HA & fole Idehe it T 27 [V2]
(31) Ctrl +b (@) Ctrl +1i

(®) Ctrl +1 (3 Ctrl +u

What is the shortcut key to bold text in a spreadsheet?

(A) Ctrl+b (B) Ctrl +i

(C) Ctrl +1 (D) Ctrl +u
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13) wvria Gyt & foru s e @, < U S R | 99 UE e 2 [V4]
(37) erft (@) Fve affew
(W) = (3) 3T A =HE T
Prashant works for Surabhi, who is a businesswoman Prashant is a
(A) Entrepreneur (B) Skilledworker
(C) Businessman (D) None of the above
14) AR AgRaFE v 2 ¢ [V2]
(31) 3T 3R H=A /A hl AT H§ HH (@) WREEE T IASH hl HH HEHT
(|) ST 3R SEwuT Sgwt (3) urifefaes ot =1 fomman

Which of the following isthe benefits of green jobs?
(A) Decreasetheefficiency of energy and raw material
(B) Reduce green house gas emissions

(C) Increasewaste and pollution

(D) Destroying ecosystem

g - 9
SECTION - B

fereTgRTeHeR (I3 o IR Ueh g 1 Uk Ufekd © dsie) uvA |. 153 30 [16 x V2 = 8]
Very short answer type questions (write the answers in one word or one line)
Q. No. 15t0 30

15) wwrelt amges e & foru foredt e wg@ wivret 1 AW SaTEe ? [V2]
Name any one key skill for effective customer service?

16) g A ® AHIHTA 1 N Teera gian 87 [V2]
What is empathy in customer service.

17) e W Em & iE T 39 G | [V2]
Give any one example of workplace etiquette.

18) TE % TU YT T W THH FHH H TH Y T | [V2]
Name one benefit of working effectively with others.

19) =3 UAERUT 1 HIg Teh ATH TATZU ? [V2]
Give any one benefit of clean environment.

20) Teviie H 2oRe i WWiThd T i IMEehe THelt T 87 [V2]
What isthe shortcut key to underline text in a spreadsheet?

21) TR YUTEA! | HISH i g Ueh SUIRT SATSU ? [V2]

Write any one use of mouse in the computer system?
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22) ™ TH A o oo ek Safem i R e =nten ?
What should a person do to reduce stress?

23) UHTE &1 W GAA | ST AT Ueh ST T AH T30 ?
Nameonebarrier to effective listening?

24) Tiftge TR N T g ffen |
Write one example of verbal communication.

25) 3w WEUA T Uk 3arew fefau ?
Write one exampl e of sub-management?

26) IaHar H TN TR & T Taveeh Ueh Shiviet ol A8 gy |
Nameone skill essential for effective communication in entrepreneurship?

27) Tt uek uftrg Jerdt &1 A Satga ?
Name any one famous entrepreneur?

28) WA wr & freht v W i fealew ?
Write any one benefit of green jobs.

29) HER Ueh A H TR 2 | T8 U & ¢ T oA 22
Communication is atwo way process. Is this statement true or false?

30) 9w FH F foru g6 fre T & IUTe 1 SUANT T Sieu ?
What kind of product should we use for cleaning?

@ ug - |
SECTION - C

[V2]

[V2]

[V2]

[V2]

[V2]

[V2]

[V2]

[V2]

[V2]

TS T — T €. 31 & 39 (vrsg e - 40 vree) [9x1=09]

Short answer type question. Q.No. 31 to 39 (word limit - 40 words)
31) areia % SN afFa T & g F At 8
Why isitimportant to listen actively during interactions?

32) HERAA W gH TERRIHE: SIUhRIUT Il /a1 Tfeu ?
Why should we need to have positive attitude at the workplace?

33) foredt Sm o forvame o o wE 27
What isthe significance of trust in ateam?

34) wthes fafere fie & el @ vew = for@i 2
Write any two importance of First Aid Kit?
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35) wifem 3R wes ameru F foru F2-wR &1 3fom fuem == smavees 22 [1]
Why is proper waste disposal essential for a safe and hygienic environment?
36) T THT TG A GO TR T 1 T T 87 [1]
What isthe importance of maintaining eye contact whilelistening?
37) wiem Ruiom an g2 [1]
What isgoal setting?
38) IHTH MRl Sl GRWTRGE i ? [1]
Define Self-Awareness?
39) Treo H AT FHETAA W ATAIEA T 1 ZHT T SEd 22 [1]
What isthe need of having fire-fighting equipment at the workplace or in the hotel ?
@ ug - ¢
SECTION -D
Ferencaes e - e 1. 40 | 42 Tk (Vs d@mn - 150 vise) [3 x2=06]
Essay type questions. Q.No. 40 to 42 (word limit - 150 words)
40) sk serdt & faft ot H e Wi [2]
Explain the various Qualities of an entrepreneur?
Frar/OR
wfsha g o fafi <=ront <R samen Fife ?
Explain various stages of activelistening?
41) TRRIHSE IR | 9 T A 2w | fordd | [2]
What do you understand by positive attitude? Writein brief?
gar/OR
IR HIve i e & |
Explaininterpersonal skills?
42) e H AT HRETAA W AT TSl Tl F1 HETd 8 ? [2]
What isthe importance of personal hygienein the hotel or at the workplace?
gar/OR

STIST WIS & AR U hiuee wicd & SuanT & fami @ o |
Writetherulesfor using capital lettersin the sentences of English Language?

VVVV
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