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V-105	 [Turn Over

Question Booklet No.



2

V-105	

IÊS> - A

SECTION – A

  ghr {dH$ën MwZo§ (~hþ{dH$ënr` àeZ) :  	 [14×½=7]
  Select the correct option (Multiple choice questions) :	 	

	 1.	 g{H«$` ldU go ghm`Vm {_bVr h¡ 	 [½]
	 A)	 PJ‹S>m H$aZo _|	 ~)	 ~ohVa g_PZo _|
	 g)	 emoa _MmZo _|	 X)	 Xygam| H$s Cnojm H$aZo _|
	 	 Active listening helps in  
	 A)	 Fighting	 B)	 Understanding better
	 C)	 Making noise	 D)	 Ignoring others

	 2.	 EH$ dmŠ` Ho$ _w»`V: hmoVo h¡§ 	 [½]
	 A)	 EH$ ^mJ	 ~)	 Xmo ^mJ
	 g)	 VrZ ^mJ	 X)	 Mma ^mJ
	 	 A sentence has mainly
	 A)	 One part	 B)	 two part
	 C)	 Three part	 D)	 Four part

	 3.	 ì`pŠVËd `h Xem©Vm h¡ {H$ ì`pŠV H¡$go 	 [½]
	 A)	 ImVm h¡	 ~)	 ì`dhma H$aVm h¡
	 g)	 gmoVm h¡	 X)	 Xm¡‹S>Vm h¡
	 	 Personality shows how a person
	 A)	 Eats	 B)	 Behaves
	 C)	 sleeps	 D)	 Run

	 4.	 gwajm H$s Amdí`H$Vm H$m AW© _____________hgyg H$aZm h¡ &	 [½]
	 A)	 H«$mo{YV	 ~)	 WH$m hþAm
	 g)	 gwa{jV	 X)	 D$~m hþAm
	 	 Need for safety means feeling
	 A)	 Angry	 B)	 Tired
	 C)	 Secure	 D)	 Bored
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	 5.	 ñàoS>erQ> H$m _w»` Cn`moJ hmoVm h¡ 	 [½]
	 A)	 {MÌ ~ZmZo Ho$ {bE	 ~)	 g§JrV MbmZo Ho$ {bE
	 g)	 Am±H$S>m| H$m g§J«h d JUZm	 X)	 dr{S>`mo XoIZo Ho$ {bE
	 	 A spreadsheet is mainly used to
	 A)	 Draw pictures	 B)	 Play music
	 C)	 Store and calculate data	 D)	 Watch videos

	 6.	 nmda nm°BQ> àñVw{V Ho$ àË`oH$ n¥îR> H$mo H$hm OmVm h¡ 	 [½]
	 A)	 \$mBb	 ~)	 MmQ>©
	 g)	 ñbmBS>	 X)	 gob
	 	 Each page in a power point presentation is called 
	 A)	 File	 B)	 Chart
	 C)	 Slide	 D)	 Cell

	 7.	 ZE CÚ_r Ho$ {bE EH$ à_wI ~mYm h¡ 	 [½]
	 A)	 AË`{YH$ bm^	 ~)	 YZ H$s H$_r
	 g)	 ~hþV A{YH$ Nw>{Å>`m±	 X)	 {Z:ewëH$ ghm`Vm
	 	 A major barrier for a new entrepreneur is  
	 A)	 Too much profit	 B)	 Lack of money
	 C)	 Too many holidays	 D)	 Free support

	 8.	 EH$ CÚ_r H$mo hmoZm Mm{hE 	 [½]
	 A)	 Ambgr	 ~)	 AmË_{dídmgr
	 g)	 bmnadmh	 X)	 ^`^rV
	 	 An entrepreneur should be 
	 A)	 Lazy	 B)	 Confident
	 C)	 Careless	 D)	 Afraid

	 9.	 {ZåZ{b{IV _| go J«rZ Zm¡H$ar H$m CXmhaU H$m¡Z-gm h¡ ?	 [½]
	 A)	 H$mo`bm IZZ	 ~)	 ßbmpñQ>H$ ObmZm
	 g)	 gm¡a n¡Zb B§ñQ>m°ba	 X)	 V§~mHy$ H$s IoVr
	 	 Which of the following is an example of a green job ?
	 A)	 Coal mining	 B)	 Plastic burning
	 C)	 Solar panel installer	 D)	 Tobacco farming
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	10.	 gm_mÝ` J«mhH$ g_ñ`m H$m¡Z-gr h¡ ?	 [½]
	 A)	 Xoa go {S>brdar	 ~)	 Q>rdr XoIZm
	 g)	 nwñVH|$ n‹T>Zm 	 X)	 ì`m`m_ H$aZm
	 	 Which is the common customer problem ?
	 A)	 Late delivery	 B)	 Watching tV
	 C)	 Reading books	 D)	 Exercising

	 11.	 {dídgZr` godm H$m AW© h¡ 	 [½]
	 A)	 JbV OmZH$mar XoZm	 ~)	 g_` na godm àXmZ H$aZm
	 g)	 J«mhH$m| H$s AZXoIr H$aZm	 X)	 H$m`© _| {db§~ H$aZm
	 	 Reliable service means 
	 A)	 Giving wrong information	 B)	 Providing service on time
	 C)	 Ignoring customer	 D)	 Delaying work

	12.	 gr.Ama.E_. _w»` ê$n go {H$g na H§o$pÝÐV hmoVm h¡ ?	 [½]
	 A)	 _erZo§	 ~)	 J«mhH$
	 g)	 ^dZ	 X)	 ImVo
	 	 CRM mainly focused on 
	 A)	 Machines	 B)	 Customers
	 C)	 Buildings	 D)	 Accounts

	13.	 {ZåZ{b{IV _| go IwXam XwH$mZ H$m CXmhaU H$m¡Z-gm h¡ ?	 [½]
	 A)	 H$maImZm	 ~)	 JmoXm_
	 g)	 {H$amUm XwH$mZ	 X)	 ^§S>ma J¥h
	 	 Which is an example of retail store ?
	 A)	 factory	 B)	 Warehouse
	 C)	 Grocery shop	 D)	 Godown

	14.	 Q>r_ hmoVr h¡ 	 [½]
	 A)	 OmZdam| H$m g_yh	 ~)	 _erZm| H$m g_yh
	 g)	 bmoJm| H$m g_yh	 X)	 nwñVH$m| H$m g_yh
	 	 A team is a group of
	 A)	 Animals	 B)	 Machines
	 C)	 People	 D)	 Books
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IÊS> - ~

SECTION – B

  [aŠV ñWmZm| H$s ny{V© H$s{OE : 	 [16×½=8]
Fill up the blanks :	 	

	15.	 Am±Im| go g§nH©$ ~ZmZm __________ldU H$mo Xem©Vm h¡ & (g{H«$`/{ZpîH«$`)	 [½]
	 	 Making eye contact shows________ listening. (Active/Passive)

	16.	 Omo dmŠ` OmZH$mar XoVm h¡ Cgo ________ dmŠ` H$hVo h¢ & (dU©ZmË_H$/àíZdmMH$)	 [½]
	 	 A sentence that gives information is called a __________ sentence. 

(Declarative/interrogative)

	17.	 ì`pŠVËd JwU {H$gr ì`pŠV Ho$ __________ H$m dU©Z H$aVo h¡§ & (ì`dhma/eara)	 [½]
	 	 Personality traits describe a person’s___________. (Behaviour/Physic)

	18.	 X`mbwVm H$m AW© h¡ Xygam| Ho$ à{V __________ hmoZm & (H$R>moa/ghm`H$)	 [½]
	 	 Kindness means being __________ to others. (Harsh/Helpful)

	19.	 nmgdS>© gwajm __________ H$s ajm _| ghm`H$ hmoVr h¡ & (ì`pŠV/OmZH$mar)	 [½]
	 	 Password protection helps to protect__________. (Person/Information)

	20.	  N>±Q>mB© H$aZo go Am±H$‹S>mo H$mo _________ H$aZm AmgmZ hmoVm h¡ & (hQ>mZm/g_PZm)	 [½]
	 	 Sorting makes data easy to _________. (Delete/Understand)

	21.	 EH$ CÚ_r _________ àma§^ H$aVm h¡ & (ì`dgm`/Zm¡H$ar)	 [½]
	 	 An entrepreneur start a _____________. (Business/Job)

	22.	 CÚ_r EH$ _________ ì`pŠV hmoVm h¡ & ({ZéËgmhr/aMZmË_H$)	 [½]
	 	 An entrepreneur is a _____________ person. (Dull/Creative).

	23.	 CÚ_r _____________ CR>mVm h¡ &(YZ/Omo{I_) 	 [½]
	 	 An entrepreneur takes ____________. (Money/Risk)

	24.	 Ob g§ajU EH$ AÀN>m ____________ Aä`mg h¡ & (Zrbm/h[aV)	 [½]
	 	 Saving water is a good _________ practice. (Blue/Green)
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	25.	 J«mhH$ godm H$m AW© _________ H$s ghm`Vm H$aZm h¡ & (J«mhH$/nw{bg)	 [½]
	 	 Customer service means helping the ________. (customer/Police)

	26.	 J«mhH$ godm g_ñ`mAm| Ho$ g_mYmZ Ho$ {bE AÀN>m _________ Amdí`H$ h¡ &  
(Hw$g§dmX/g§Mma)	 [½]

	 	 Resolving customer service issues requires good ____________.
(miscommunication/communication)	

	27.	 J«mhH$ H$s g_ñ`m H$m g_mYmZ ____________ {H$`m OmZm Mm{hE & (erK«/Xoa go) 	 [½]
	 	 A customer problem should be solved ________. (Quickly/late)

	28.	 J«mhH$m| H$mo gwZZo go CZH$s ________ g_PZo _| ghm`Vm {_bVr h¡ &(Amdí`H$VmE±/àH¥${V) 	 [½]
	 	 Listening to customers helps understand their __________. (Needs/nature)

	29.	 J«mhH$ à{VnwpîQ> H$m AW© J«mhH$m| Ûmam Xr JB© _______ h¡ & (à{V{H«$`m/H$moB© à{V{H«$`m Zhr§) 	 [½]
	 	 Customer feedback means the __________ given by customers.  

(Response/No response)

	30.	 J«mhH$m| H$m A{^dmXZ H$aZm __________ Xem©Vm h¡ & (AZmXa/gå_mZ)	 [½]
	 	 Greeting customers shows _________. (Disrespect/respect)

IÊS> - g 

SECTION – C

  bKw CÎmamË_H  àíZ : 	 [9×1=9]
Short answer type questions :

	 31.	 g{H«$` ldU Š`m h¡ ?	 [1]
	 	 What is active listening ?

	 32.	 J«mhH$ godm Š`m h¡ ?	 [1]
	 	 What is customer service ?

	 33.	 J«mhH$ godm OmZH$mar go Amn Š`m g_PVo h¡§ ?	 [1]
	 	 What do you mean by customer service information ?

	 34.	 B©-gr.Ama.E_. _| à`wŠV {H$gr EH$ CnH$aU H$m Zm_ {b{IE &	 [1]
	 	 Name any one tool used in E-CRM.
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	 35.	 J«mhH$ godm gwYmaZo H$s VrZ {d{Y`m± {b{IE &	 [1]
	 	 Write three methods to improve customer service.
	 36.	 g§Mma H$s n[a^mfm Xr{OE &	 [1]
	 	 Define Communication.
	 37.	 J«mhH$ godm _| n[adV©Z Ho$ Xmo ZwH$gmZ {b{IE &	 [1]
	 	 Write two disadvantages of change in customer service.
	 38.	 godm _| ñWm`r n[adV©Z go Amn Š`m g_PVo h¡§ ?	 [1]
	 	 What do you mean by permanent change in service ?
	 39.	 Q>r_ H$s n[a^mfm Xr{OE &	 [1]
	 	 Define team.

IÊS> - X
SECTION – D

{Z~§YmË_H$ àíZ  (Xmo n¥îR>m| VH$ CÎma {b{IE) :	 [3×2=6]
Essay type questions  (Write answers upto 2 pages) :	

	40.	 J«mhH$ g_ñ`m Ho$ g_mYmZ Ho$ MaU Š`m h¡ ?	 [2]
	 	 What are the steps in resolving a customer problem ?

AWdm/OR

		  `{X J«mhH$ H$s {M§VmAm|/g_mñ`mAm| H$m g_mYmZ Z {H$`m OmE Vmo Š`m hmoVm h¡ ?	 [2]
	 	 What happen if customer concerns/problems are not resolved ?

	41.	 J«mhH$ godm OmZH$mar H$m aIaImd H¡$go {H$`m OmVm h¡ ?	 [2]
	 	 How to maintain customer service information ?

AWdm/OR

		  J«mhH$ godm H$s {deofVmE± {b{IE &	 [2]
	 	 Write the features of customer service.

	42.	 g§JR>Z _| Q>r_dH©$ Š`m| _hËdnyU© h¡ ?	 [2]
	 	 Why is teamwork important in an organisation ?

AWdm/OR

		  g§JR>Z _| à^mdr T>§J go H$m`© H$aZo go Amn Š`m g_PVo h¢ ?	 [2]
	 	 What do you mean by working effectively in an organisation ?
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