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GENERAL INSTRUCTIONS TO THE EXAMINEES :

1) narjmWu gd©àW_ AnZo àíZ-nÌ na Zm_m§H$ A{Zdm`©V… {bI| &

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

2) g^r àíZ hb H$aZo A{Zdm`© h¢ &

All the questions are compulsory to attempt.

3) àË`oH$ àíZ H$m CÎma Xr JB© CÎma-nwpñVH$m ‘| hr {bI| &

Write the answer to each question in the given answer-book only.
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IÊS> - A

SECTION - A

ghr {dH$ën MwZo (~hþ{dH$ënr` àíZ) … [14 × ½ = 7]

Select the correct option (Multiple choice questions) :

1) gwZZo H$s à{H«$`m _| nhbm H$X_ Š`m h¡? [½]

(A) à{V{H«$`m XoZm (~) àmá H$aZm

(g) ì`m»`m H$aZm (X) `mX aIZm

What is the first step in the listening process?

(A) Responding (B) Receiving

(C) Interpreting (D) Remembering

2) AmË_-OmJê$H$Vm Š`m h¡? [½]

(A) AnZr VmH$V Am¡a H$_Omo[a`m| H$mo OmZZm

(~) AnZo Amg-nmg Ho$ ~mao _| OmJéH$ hmoZm

(g) Xÿgao bmoJmo H$s ^mdZmAm| H$mo g_PZm

(X) VZmd H$mo Xÿa aIZm

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) EŠgob _|, n§{º$ Š`m h¡? [½]

(A) H$mo{eH$mAm| H$s EH$ CÜdm©Ya aoIm (~) H$mo{eH$mAm| H$s EH$ j¡{VO aoIm

(g) EH$ EH$b gob (X) H$m`©nÌH$mo H$m EH$ g_yh

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) EH$ CÚ_r Ho$ àmW{_H$ bú` Š`m h¡? [½]

(A) EH$ pñWa doVZ A{O©V H$aZm (~) eo`a ~mOma _| {Zdoe H$aZm

(g) EH$ ~‹S>r H$ånZr Ho$ {bE H$m_ H$aZm (X) EH$ Z`m ì`dgm` ~ZmZm

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

5) J«rZ Om°~ Š`m h¡? [½]

(A) Omo n`m©daU H$s ajm H$aVr h¡

(~) Omo AÀN>r VZ»dmh XoVr h¡

(g) Omo AmgmZr go {_b OmVr h¡

(X) {OgHo$ {bE H$m¡eb H$s Amdí`H$Vm Zht hmoVr h¡

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

6) J«mhH$ H$s g_ñ`m hb H$aZo _| nhbm H$X_ Š`m h¡? [½]

(A) g_ñ`m H$s nhMmZ H$aZm

(~) g_mYmZ àñVwV H$aZm

(g) J«mhH$ go _m\$s _m§JZm

(X) J«mhH$ go g_rjm N>moS>Zo Ho$ {bE H$hZm

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) BZ_| go H$m¡Zgm "gw{dYm CËnmX' H$m CXmhaU h¡? [½]

(A) H$ma (~) Ka

(g) gmoS>m H$s ~moVb (X) H$ñQ>_-_oS> gyQ>

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

(A) A car (B) A house

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

8) "gr Ama E_' H$m àmW{_H$ bú` Š`m h¡? [½]

(A) {~H«$s ~‹T>mZm (~) J«mhH$ g§~§Ymo H$mo ~ohVa ~ZmZm

(g) bmJV H$_ H$aZm (X) ì`mdgm{`H$ à{H«$`mAm| H$mo ñdMm{bV H$aZm

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

9) WmoH$ {dH«o$Vm {Z_m©VmAm| H$mo H¡$go bm^ nhþ±MmVo h¡? [½]

(A) {dnUZ bmJV H$_ H$aHo$ (~) ~mOma H$s OmZH$mar XoH$a

(g) {dVaU nh±þM H$m {dñVma H$aHo$ (X) Cnamoº$ g^r

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

10) S´>og H$moS> Š`m h¡? [½]

(A) {Z`_m| Ho$ AZwgma H$m_ na nhZZo dmbm Ś>og

(~) H$n‹S>mo H$m EH$ àH$ma

(g) EH$ \¡$eZ Q´>oS>

(X) EH$ H§$nZr H$m bmoJmo

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) {ZåZ _| go H$m¡Z gm BH$mo-Qy>[aµÁ_ H$m à_wI {gÕm§V h¡? [½]

(A) n`m©daUr` à^md H$mo H$_ H$aZm

(~) Qy>a Am°naoQ>am| Ho$ {bE A{YH$V_ bm^ H$_mZm

(g) ñWmZr` g_wXm`m| H$s VwbZm _| n`©Q>H$m| H$s OéaVm| H$mo àmW{_H$Vm XoZm

(X) bmoH${à` ñWbm| na n`©Q>Z H$mo àmoËgm{hV H$aZm

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) Eogo CÚmoJm| Ho$ Hw$N> CXmhaU Š`m h¡ Ohm± VH$ZrH$s CÚ{_Vm Am_ h¡? [½]

(A) gm°âQ>do`a {dH$mg (~) O¡d àm¡Úmo{JH$s

(g) ZdrH$aUr` D$Om© (X) Cnamoº$ g^r

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) hmd-^md Š`m h¡? [½]

(A) H$n‹S>m| H$m EH$ àH$ma (~) AempãXH$ g§Mma

(g) ~mobr OmZo dmbr ^mfm (X) EH$ g§JrV dmÚ`§Ì

What is gestures?

(A) A type of clothing (B) Non-verbal communication

(C) Spoken language (D) A musical instrument

14) VZmd Š`m h¡? [½]

(A) emar[aH$ d _mZ{gH$ qIMmd (~) CËgmh H$s ^mdZm

(g) àoaUm H$s H$_r (X) emar[aH$ {~_mar

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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IÊS - ~

SECTION - B

[aº$ ñWmZm| H$s ny{V© H$s{OE … [16 × ½ = 8]

Fill in the blanks :

15) g{H«$` gwZZm .............. _| EH$ _hËdnyU© H$m¡eb h¡ & [½]

(g§Mma / ldU)

Active learning is a key skill in ___________.

(Communication / hearing)

16) ................. àoaUm Am¡a Ü`mZ ~‹T>mZo _| _XX H$aVm h¡ & [½]

(H«$moY / bú` {ZYm©aU)

_________ help to increase motivation and focus.

(Anger / Goal setting)

17) gyMZm H$mo gmW©H$ VarHo$ go ì`dpñWV H$aZo Ho$ {bE, AmnH$mo Bgo ................. H$aZo H$s Amdí`H$Vm h¡ &
[½]

(S>oQ>m gm°Q>© / àmW{_H$ S>oQ>m)

To organize information in a meaningful way, you need to ____________.

(sort data / primary data)

18) ...................... bjU Bg ~mV H$mo à^m{dV H$a gH$Vo h¢ {H$ h_ Xÿgam| Ho$ gmW H¡$go ~mVMrV H$aVo h¢ &
 [½]

(ì`{º$Ëd / àoaUm)

______ traits can influence how we interact with others.

(Personality / motivation)
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19) ............. X¡{ZH$ {XZM`m© H$mo ~m{YV H$aVm h¡ & [½]
(A{Z`mo{OV n[adV©Z / {Z`mo{OV n[adV©Z)

________ can disrupt daily routines.

(Unplanned change / Planned change)

20) .......... gwYma CËnmXmo, godmAm| `m à{H«$`mAm| H$mo ~‹T>mZo Ho$ {bE EH$ gVV² à`mg h¡ & [½]
({Za§Va / Am§{eH$ gwYma)

________ improvement is an ongoing effort to enhance products, services, or
processes.

(Continuous / partial)

21) ................ XjVm Am¡a CËnmXH$Vm _| gwYma H$a gH$Vm h¢ & [½]
(n[adV©Z / H$R>moaVm)

_________ can improve efficiency and productivity.

(change / rigidness)

22) EH$ ............ bmoJm| H$m EH$ g_yh h¡, Omo EH$ gm_mÝ` bú` H$mo àmá H$aZo Ho$ {bE EH$ gmW H$m_ H$aVo h¡ &

 [½]
(H$_©Mmar / Q>r_)

A _______ is a group of people who work together to achieve a common goal.

(Employee / team)

23) .......................... H$mo amoH$Zo Ho$ {bE g§JR>Z _| EH$ gwa{jV Am¡a ghm`H$ dmVmdaU ~ZmZm _hËdnyU© h¡ &

 [½]
(Y_H$mZo / àe§gm)

It is important to create a safe and supportive environment in an organisation to
prevent _______________.

(bullying / praise)

24) ................ Ho$ A{YH$mam| _| C{MV _OXÿar, C{MV H$m`© K§Q>o H$m A{YH$ma em{_b h¡ & [½]
(H$_©Mmar / _m{bH$)

Rights of _________ include the right to fair wages, reasonable working hours.

(Employees / Owner)



8

V - 105 7245

25) EH$ AÀN>r Vah go n[a^m{fV bú` ....................... hmoZm Mm{hE Am¡a ñnï> én go ~Vm`m OmZm Mm{hE &

 [½]

({d{eï> / Añnï>)

A well-defined goal should be _______ and clearly stated.

(Specific / unclear)

26) .............. {gñQ>_ J«mhH$mo Ho$ gmW ~mVMrV H$aZo Ho$ {bE gm°âQ>do`a Am¡a Am°ZbmBZ Qy>b H$m Cn`moJ

H$aVo h¡ &  [½]

(B©-gr Ama E_ / B©-_ob)

__________ system utilize software and online tools to interact with customers.

(e - CRM / e-mail)

27) ................ H$s Amdí`H$Vm H$mo g_PZm {H$gr ^r g\$b ì`dgm` Ho$ {bE _m¡{bH$ h¡ & [½]

(à~§YH$ / J«mhH$)

Understanding needs of ________ is fundamental to any successful business.
(Manager / Customer)

28) CËH¥$ï> J«mhH$ godm àXmZ H$aZm .............. H$mo ~ZmE aIZo H$m EH$ _hËdnyU© VarH$m h¡ & (J«mhH$ / H$_©Mmar)

 [½]

Providing excellent customer service is a key way to retain _______.

(Customers / employee)

29) J«mhH$ g_ñ`m H$m g_mYmZ ............... àXmZ H$aZo go J«mhH$ H$mo amoH$m Om gH$Vm h¡ &  [½]

(g_` na / {db¨~)

Providing _______ resolution to customer problem can prevent customer churn.

(Timely / delayed)

30) _O~yV J«mhH$ g§~§Y ~ZmZo Ho$ {bE CËH¥$ï> ................. godm Amdí`H$ h¡ &  [½]

(H$_©Mmar / J«mhH$)

Excellent ________ service in essential for building strong customer relationships.

(Employee / Customer)
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IÊS> - g

SECTION - C

bKy CÎmamË_H$ àíZ … [9 × 1 = 9]

Short answer type questions :

31) J«mhH$ g_ñ`m H$s nhMmZ Ho$ Xmo ómoV {bI| & [1]

Write two sources of identification of customer problem.

32) J«mhH$ H$mo AmH${f©V H$aZo Ho$ Xmo VarHo$ {bI| & [1]

Write two methods to attract customer.

33) Q>r_ brS>a H$s Xmo {Oå_oXm[a`m± {bI| & [1]

Write two responsibilities of team leader.

34) AÀN>o ì`dhma go AmnH$m Š`m _Vb~ h¡? [1]

What do you mean by good behaviour?

35) n[adV©ZH$mar ~Xbmd go AmnH$m Š`m _Vb~ h¡? [1]

What do you mean by transformational change?

36) h_ J«mhH$ g§Vw{ï> H$mo H¡$go _mn gH$Vo h¢? [1]

How we can measure customer satisfaction?
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37) A§J«oOr _| {H$VZo {dam_ {MÝh Am¡a g§Ho$V BñVo_mb {H$E OmVo h¡? [1]

How many punctuation marks and signs are used in English?

38) ~{h_w©IVm ì`{º$Ëd H$mo n[a^m{fV H$s{OE & [1]

Define extraversion personality.

39) ñàoS>erQ> Ho$ KQ>H$ {bI| & [1]

Write the components of spread sheet.

IÊS> - X

SECTION - D

{Z~§YmË_H$ àíZ (Xmo n¥ð>mo VH$ CÎma {b{IE) … [3 × 2 = 6]

Essay type questions (Write answers upto two pages) :

40) J«mhH$ H$s g_ñ`m go {ZnQ>Zo Ho$ {bE g§JR>ZmË_H$ à{H«$`mAm| na MMm© H$a| & [2]

Discuss organisational procedures to deal with customer's problem.

AWdm/OR

J«mhH$ à{V{H«$`m go AmnH$m Š`m _Vb~ h¡? `h Š`m| _hËdnyU© h¢?

What do you mean by customer feedback? Why it is important?
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41) J«mhH$ godm àXmZ H$aZo H$s à{H«$`m Am¡a àUm{b`m| na MMm© H$a| & [2]

Discuss the procedure and system for delivering Customer Service.

AWdm/OR

J«mhH$ godm OmZH$mar H$s {deofVmE± {bI| &

Write the characteristics of customer service information.

42) J«mhH$ à{VYmaU go AmnH$m Š`m _Vb~ h¡? J«mhH$ à{VYmaU Ho$ {bE Xmo OéaVo {bI| & [2]

What do you mean by customer retention? Write two needs for customer retention.

AWdm/OR

J«mhH$ Ho$ gmW g§~§Y gwYmaZo Ho$ {bE H$moB© g§JR>Z Š`m à`mg H$aVm h¡?

What efforts an organisation do to improve relationship with customer?





DO N
OT W

RIT
E A

NYTHIN
G H

ERE


