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GENERAL INSTRUCTIONS TO THE EXAMINEES :
1) odienefi geuem U= T9-Us W A AHarRa: o |

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

2) Gl U9 g A SAarE § |
All the questions are compulsory to attempt.
3) YcIeh U9H T I &t T ITR-YEaeht | gt ford |

Write the answer to each question in the given answer-book only.
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«ug - A
SECTION - A
g fohea g (Sgferreda W) [14 x 12 =T]
Select the correct option (Multiple choice questions) :
1) g & ufcken 4 ugen sem w32 [V2]
(31) ufafsran & (&) um HE=
(|) =re w T (3) =T
What is the first step in the listening process?
(A) Responding (B) Receiving
(C) Interpreting (D) Remembering
2) HATH-SIRTEehdl &1 8 ? [V2]
(31) 37U ATeRd TR HASIAL Sl AT
(F) AU AT & TR | ANTEE gl
(|) TER AN R WIS it TS
(8) T Rl G T
What is self - awareness?
(A) Knowing your strengths and weaknesses
(B) Being aware of your surroundings
(C) Understanding other people's feelings
(D) To keep stress
3) UaHd H, ufth o 27 [V2]
(37) whifdrRtatt it Uk SEater W (7) wifdreRte it Tk &t e
(¥) TH THA B (3) TR I Uk THE
In Excel, what is a row?
(A) A vertical line of cells (B) A horizontal line of cells
(C) A single cell (D) A group of worksheets
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4)

5)

6)

Teh ITHI & AT T893 o g 7 [V2]
(1) U R aaa Aia = (F) IR R | Fae s
(A) Uk oS A o T W e (3) TS T HAAR™ T

What is the primary goal of an entrepreneur?
(A) To earn a stable salary (B) To invest on stock market

(C) To work for a large corporation (D) To create a new business

A AT R g ? [V2]
(31) T uHieRuT Y &N FHEA

(&) S sl qICATE ot @

(®) < et | fret St @

(8) Rras fore Fiver 6t smavahat T8 2 @

What is green job?

(A) That help to protect environment

(B) That pays well

(C) That is easy to get

(D) That requires no skills

TTeeh <l THEAT T hil H UECT ke 1 27 [a]
(31) THEN hi U HEAT

(F) THIEE T AT

(|) UTEH | AT AT

(3) ue & weien BisA & forg wgw

What is the first step in resolving a customer problem?

(A) Identifying the problem

(B) Offering a solution

(C) Apologizing to the customer

(D) Asking the customer to leave a review
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7)

8)

9)

10)

4

T @ HiAE Gaun I’ i I 8 ? [V2]
(31) &R (@) =

(®) et R Saa (3) wEA-ASHE

Which of these is an example of a 'convenience product'?

(A) Acar (B) A house

(C) A bottle of soda (D) A custom - made suit

Wt 3R U’ T NATHE T8 T 27 [V2]
(31) femhiagmn () TTESH TS T FFA T

(|) T HH HET (3) =HTIETRIeh AFERIATST <l T AT
What is the primary goal of CRM?

(A) To increase sales (B) To improve customer relationships
(C) To reduce costs (D) To automate business processes
ofres v Frettatt 1 ) o T 87 V2]
(37) forgum v w1 w6 (¥) =R H TSN T

(@) formor uda 1 foream ek (8) Swis A%

How do wholesalers benefit manufacturers?
(A) By reducing marketing cost (B) By providing market insights
(C) By expanding distribution reach (D) All of the above

SARSHE? [V2]
(31) Frami & FER wW W UgH a6 39

() HUS H TH THR

(@) o Fm 3T

(3) UH Ot w1 M

What is a dress code?

(A) A set of rules about what to wear at work

(B) A type of clothing

(C) A fashion trend

(D) A company's logo
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11) fra @ @ o o1 g1 —Zien o T Rrgia 272 [v4]
(37) TITERUNT THTE i HH HET
(F) R AR F foru saferaman ey A
(|) T TG i GoT § Ueehl hl el sl TR oA
(8) IS TAAT W Ued i UieaTga T
Which of the following is a key principle of eco-tourism?
(A) Minimizing environmental impact
(B) Maximizing profits for tour operators
(C) Prioritizing the needs of tourists over local communities

(D) Encourazing mass of tourism to popular destinations

12) UQ I o HD ISTEUT AT ¢ STl AhHIehl ITTHaT 39 2 ? [V2]
(31) wiFeaR fawE (&) = SrenfirRt
(W) i St (8) SWrw asft
What are same examples of industries where technical entrepreneurship is common?
(A) Software development (B) Biotechnology
(C) Renewable energy (D) All of the above

13) ga-wra w2 e [V2]
(31) ®HUSI * Tk ThN (@) rntess @R
(|) el I aett WrE (3) U Wil AT
What is gestures?
(A) A type of clothing (B) Non-verbal communication
(C) Spoken language (D) A musical instrument

14) TA@FNg? [V2]
(31) IR @ wAtees Remma (F) IR | HIEA
(|) SRom i wH (3) witfer fommd

What is stress?
(A) A physical and mental tension (B) A feeling of excitement
(C) A lack of motivation (D) A physical illness
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Qg -
SECTION - B

fieh Tt 6t gfd i [16 x V2 = 8]
Fill in the blanks :
15) |RFE g ... H U HEeTqUi hIvIeA B | [Vl

(=R / oramn)

Active learning is a key skill in

(Communication / hearing)
16) ooeevevinnnnn. TRUT 37 &9 =g | Hag il ¢ | [V2]

(sRar / e Feton)
help to increase motivation and focus.

(Anger / Goal setting)

17) g1 wnefeh aiich 9 STaferd % & [0, TR 39 ... A Y AR 2 |

(Se1 |ie / ek ser)

To organize information in a meaningful way, you need to

(sort data / primary data)

| £ N TARIUT 3 ST 1 THTTTA X Tkl ¢ foh g GOl o W1 A STareid e @ |
[V2]

(safehear / Uom)
traits can influence how we interact with others.

(Personality / motivation)

V- 105



7

19) e, e et i anfora o € | [V2]
(o uRadn / Faitm aitadA)
can disrupt daily routines.
(Unplanned change / Planned change)
20) ... GUR IcTE, et a1 ufshaneit i sgH o foTe ueh waq v | [V2]
(P / aifors gew)
improvement is an ongoing effort to enhance products, services, or
processes.
(Continuous / partial)
21) e, FeTT 3R IeaTgehdl § GUR T Tehell ¢ | [V2]
(ufterd / hawar)
can improve efficiency and productivity.
(change / rigidness)
22) TH ..o AT AT Ueh g 8, T Uk WTHT @183 i U6 i & foTu Uk Tner s o 2 |
[V2]
(=l / Em)
A _ is a group of people who work together to achieve a common goal.
(Employee / team)
23) e i ekt o foTu wiTe | U GRfera 3 TgTeh aTdiaRun ST Hgeaqut ¢ |
[V2]
(eFeRT / SI9TE)
It is important to create a safe and supportive environment in an organisation to
prevent
(bullying / praise)
24) ooeeis & TRl § 3t Aegq, 3o el g2 @ iR Wi § | [V2]
(et / wifeteR)
Rights of ___ include the right to fair wages, reasonable working hours.

(Employees / Owner)
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25) Ueh =D TE W URAINA A& .o, 21 TfRT 3R T8 B9 A Fardn S S |
[V2]
(fafore / orem)
A well-defined goal should be ___ and clearly stated.

(Specific / unclear)

26) .oeiinnnnnn. firen Rl & Wy T FA F o AR 3R AT 2@ T ST
Eack [V2]
(3-%t SR T / 3-7e1)

_ system utilize software and online tools to interact with customers.
(e - CRM / e-mail)

27) oo, N TRl il THEHT TRE Wit awel sHeEE & foru Aiferen 2 ) [V2]
(VEuw | ITEH)
Understanding needs of ___is fundamental to any successful business.

(Manager / Customer)

28) ITHE UTEH TSl TGH HET ... T SFTY W& <1 Uk HEeaqul aiiert 8 | (ITgeh / ShHam)
[V2]
Providing excellent customer service is a key way to retain

(Customers / employee)

29) UTEH AHET T GHIEM ... TEH HA 9 TTEeh 1 Akl ST Hehell 2 | [V2]
(77 R/ foeia)
Providing resolution to customer problem can prevent customer churn.
(Timely / delayed)

30) H<ed Ugeh Hae N &% fATU SR .o [ AETTH 2 | [V2]
(=Tl / TTEeR)
Excellent service in essential for building strong customer relationships.

(Employee / Customer)
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Qs - ¥
SECTION - C
Y ITAHR TH : [9x1=9]
Short answer type questions :
31) v THE St U % g Wi ford | [1]

Write two sources of identification of customer problem.

32) UTEeh I HATHNG HH o ql aleh ford | [1]

Write two methods to attract customer.

33) &m vl | q Rrwgrivat fora | [1]

Write two responsibilities of team leader.

34) 31=8 EER ¥ TUHT T HAeid 2 ? [1]

What do you mean by good behaviour?

35) uftad=errl SeciTa A ATUh! I UdoTd g ? [1]

What do you mean by transformational change?

36) g\ UTEH HqS Tl HH WY Tehd @ ? [1]

How we can measure customer satisfaction?
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37) 3wt | fohae form forg 3R Heha seamTer foRg T 27 [1]

How many punctuation marks and signs are used in English?

38) afgdwan SAfthe i TRATH i | [1]

Define extraversion personality.

39) Weviie & wee ford | [1]

Write the components of spread sheet.

TQuE - 3

SECTION - D

FauTes g9a (S U8t as SW feiRan) - [3 x2=6]

Essay type questions (Write answers upto two pages) :

40) uEe ht TN 9 e & U TreaTeRes afshanstt W =e | [2]
Discuss organisational procedures to deal with customer's problem.
FAgar/OR
gk TR A ATTRT 1 WaeTd 37 T2 I Wgeaqui 3 7

What do you mean by customer feedback? Why it is important?
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41) UTEeR T TS A Y ufshar 3R quntera w == o | [2]

Discuss the procedure and system for delivering Customer Service.
Fgar/OR
UTEH e HHR St fergreand forad |

Werite the characteristics of customer service information.

42) Tgeh TALRUT B AT 1 Haeld g ? ATgeh AFAeRuT & foru 9t st ford | [2]
What do you mean by customer retention? Write two needs for customer retention.
Faa/OR
UTE o TN Tael GURA o {70 IS T1EA o T hdet 22

What efforts an organisation do to improve relationship with customer?

3636 36
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