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Candidate must write First his/her Roll No. on the question paper
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2) W\t U9 g A SAfE E |
All the questions are compulsory to attempt.
3) e TYH T IW & TE IT-Yieaeht | & ford |

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]
Choose the correct option (Multiple choice questions) :
1) &g wifta 3g o919 %W T o fore feman W aten & @ - [V2]
(31) T @ea e (F) wEH
(|) v g (3) whifera g
Work done to reduce stress to achieve a goal is -
(A) Clear goal setting (B) Laziness at work
(C) Getting scared (D) Getting angry
2) e g R fed et T § e g @ - [2]
(31) wEmm (@) et
(@) (303 @) (3) ST A | HE T
Type of sentence in which there is only one subject -
(A) Simple (B) Complex
(©) (A) and (B) both (D) None of the above
3) frAfeiiaa § @ gia e & o g - [V2]
(31) TETaRuT A T (9) u=taRur i gRen
(@) wHEEmatg (3) o1 &R A
Which of the following is an advantage of green work -
(A) Threat to environment (B) Protection of environment
(C) Population growth (D) Decrease in water level
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4) UTEh At H THEAT hi UdT ORI ok TRUN <l T hA @ — [V2]
(37) Toheu &t vgER— o fasweu it ugeR—fawea Fi gie— fweu &1 w=m
(@) Trwea di g s fameu & ugam— wed &t vgaR—fawea &1 a==
(@) 3= fawea F ugam—Taweu fit g fawen &t vgam—Rwea &1 ==
(8) o faheu Hi dgaH—faehe 1 T —wea & ugan —fawea & g
The correct sequence of steps for troubleshooting in customer service is -

(A) Indentifying alternatives—Identify other options—option confirmation—select
option

(B) Option confirmation—Identify other option—Identifying alternatives—select
option

(C) Identify other option—option confirmation Identifying alternatives—select
option

(D) Identify other option—select option—Identifying alternatives—option

confirmation
5) ek @ Wffshan ST A Rl I 8 - [V2]
(31) wfdfskan wre (@) =T fatean
(|) vTesh wEem (3) S A
Means of obtaining feedback from customer -
(A) Response card (B) Social media
(C) Customer survey (D) All of the above
6) HiRgs TU A T OrerrEa o HE™ o oTU Tges ST o "1 @ - [V2]
(31) 3-u= @) U
(|) ®H HA (3) ..
To register his complain orally the customer can use -
(A) E - mail (B) Letter
(C) Phone call (D) SMS
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7) gfaen Scurg 1 3T - [V2]
(31) q& () o
(|) & (3) WEEA
Example of convenience product -
(A) Milk (B) Ornaments
(C) Car (D) Mobile
8) warg ufskan | ynfue g - [V2]
(31) g (@) e
(W) we (3) IWH A
Communication process involves -
(A) Listening (B) Speaking
(C) Reading (D) All of the above
9) ohfe ufifefoat ot AT S ¥ ST TIEH ¢ - [V2]
(31) ueEA (@) &=
(W) w| (3) sty
An unsuitable tool to face difficult situations -
(A) Retreat (B) Patience
(C) Courage (D) Self - confidence
10) R e w1 e E - [¥2]

(37) €R = 9=

(@) & forega wom

An example of green job -
(A) Solar power plant
(C) Hydro power plant
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(3) IWh &t

(B) Wind power plant
(D) All of the above
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11) wree v 3 B Rator &t snem e =i - A
(31) TTE™E 1 ATHAH A (@) UEw ht HT I
(|) WhRE W (8) ufcreqet seurg ot enw
Pricing should be based on customer satisfaction -
(A) Maximum profit of business (B) Customer's purchasing power
(C) Government tax (D) Advantage to competitive product
12) FteiRaa ® & UTgsh |G i THISA HE AT a8 — [V2]
(1) e § uiad (3) wea | afad
(@) Gfer 4 uferd (3) SHE A
Which of the following is the factor affecting customer satisfaction -
(A) Change in employee (B) Change in price
(C) Change in packing (D) All of the above
13) gk GEY TEEH T AN g - [V2]
(31) TTEe wqtE | Aty () =EHEAg
(@) o | (3) WEh At Suem
Benefit of customer relationship management -
(A) Increase customer satisfaction (B) Increase in expenditure
(C) Loss of profit (D) Negligence of customer
14) e fashar gr wges ot § A arelt glaenstt @ e @ - [V4]
(31) g feciiad (@) afim amem
(|) eifym e (3) fommom i sreen
The facilities provided by the retailer to the customer include -
(A) Home delivery (B) Advance order
(C) Advance payment (D) Arrangement of advertisement
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©UE - |
SECTION - B
T Tl i gfd Fifo [16 x V2 = 8]
Fill in the blanks :
15) i@ & AR s A 84X .. (STTeht / A wTE) ST g | [V2]

Constant eye contact makes communication

(effective / ineffective)

16) st gu wig weniEl & aed ............. (THAT /| HEHTE) Tfud ST 2 | [V2]
Proper dress code establishes ____ (equality / discrimination) among
employees.

17) SdHE UTgeh hl SATC WA Y 30T TelH A@eh a0 H oo, (31feres / W) v T
U | [V2]
It takes (more / loss) effort to acquire new customers than to retain

existing customers.

18) . (R /G fR) T TR SR M T H A 2 | [V2]

(Close ended / Open ended) questions have yes or no answer.
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19) oo (Shie™ / ) T Y HEATehR dlich B <hi TTg STeEAT 2 | [V2]
(Column / Row) is an arrangement of cells in a vertical manner.

20) oo, (ufsrfera / srafvrfer) S wXeTan @ wiea T S "ehdl @ | [V2]
(Trained / Untrained) team can easily achieve the target.

21) @ ufee ............ (fefem / wifarer) forerTra s svemt 1 Tnerm 2 | [V2]

Complaint box is a means of submitting a (written / oral) complaint.

22) UTEeh ok Wi hHict hi Tgl BISAT UTgeh o Tfd

................ (T / Suem) s THT R | [Y4]
Not missing a customer's phone call is a proof of (respect / negligence)
for the customer.

23) TR Ak T WA ... (Foq@ / Torsferen) @ s 2 [V2]

The nature of a stressed person become (cheerful / irritable)

24) yrges gfafsran AR 3 3R SRR BiF A @ TTEER W
TS IS E | [V2]
Making personal calls to gather customer feedback has a

(positive /
negative) impact on customers.
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25) Utgeh <hi THEA o1 S T REeR ol UIgeh GEAH ... (afg / wit) 1 R <
2 [V2]

Proper solution to customer's problem gives the retailer an opportunity to
(increase / decrease) customer numbers.

26) Utk i ... (IR / gue) fue W e wgfe ° afg gt 2 | [V2]
Winning __ (award / penalty) in customer contests increases customer
satisfaction.

27) TR a onek ferghar grt &t T8 S ... (ymger / Fmian) it AqiE & SR W ScareA |
TETIAT A B | [V2]
The information provided by retailers and wholesalers helps in production based
on (customer / manufactures) satisfaction.

28) S Hie R A TE ........... (| / SEET) B g | [V2]
Getting good sleep (reduces / increases) stress.

29) "And" vieg SN W & ............ (SheTIE /| OISToT) =h1 3STeRT 2 | [V2]
The word "And" is an example of (Conjunction / Preposition) in the

English language.

30) i, (feciie / Prwe) Hr @ 2 e ST 2 | [V2]

(Delete / Shift) key deletes data.
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Qus -9
SECTION - C
Y ITAHE T [9x1=09]
Short answer type questions :
Ueh Ufeh W 3w foTRam
Write the answer in one line :
31) QU foTE THT R ST WA e ? [1]

What should be kept in mind while writting a paragraph?

32) wreger o et whige ol Aa A % foTU i vie e SR Rt SURIT o 7 [1]

Which short cut key is used to save a file in computer?

33) urgeh Tt TEEIST hl YK GTHT W § I B 8 7 [1]

What happens when you apologise after listening to customer problems?

34) ugsk HaErt & gfawusdi 9 o Tlie w URY a1 @ ? [1]

When does a customer start purchasing goods from businessman's competitor?

35) T 1 RO THSH | ATgh FHET THILT W 1 THIE Ut 87 [1]
How does understanding the customer's perspective impact customer problem
solving?

36) fosh! se™ o foru Uigent & WY TR TehR & HeY g iU ? [1]

What types of relationship should be there with customers to increase sale?
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37) aEER o U SUCTSY 37T IUHIUN ohi UTgeh AT T’ U oI UNT ISl 27 [1]

What impact does the good equipment available to businessman have on customer
service level?

38) feeR < |ar 9 UTgew e % WEA IR i w1 fARau | [1]

Write the reason for the gap between retailer's services and customer expections.

39) & gRI YU T GRS Sl hiH TR AT 37 [1]

Who implements the changes suggested by the team?

T ug - 3

SECTION - D

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

Essay type questions (Write answers upto two pages) :

40) et 3 1ot @ wfere T | [2]
Explain the qualities of an entrepreneur in detail.
grerar/OR
eI o TR | anenstt i awEe |

Explain the obstacles to the development of entrepreneurship.
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41) TR g UTEhi & WY FEY GURA & fo1e for I aret =&t st quia i | [2]

Describe the efforts retailer make to improve relationship with customers.

31a/OR
Mgk h STUTE gt 7 21 % R ffen |

Write the reasons for customer's expections not being met.

42) 38 AT F AR § AR T AR Tt e | [2]
Write the precautions to be taken regarding dress code.
ga/OR
FHHEEt ot ur fafte stfeeRrt w1 aui SR |

Describe the various rights enjoyed by employees.

3636 38
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