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GENERAL INSTRUCTIONS TO THE EXAMINEES :

1) Teqeff TEwey 39 Y- W AT JHeRd: ford |

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

2) @ty g A A § |

All the questions are compulsory to attempt.

3) T T 1 I ¢ TS IT-GIEahl | & ford |

Write the answer to each question in the given answer-book only.
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SECTION — A

Tgl foeped I (Fgfasredla TeM)

Select the correct option (Multiple choice questions) :

1.

4.

V-105

afsha Haur § HeEdr faed! 8
) ST HH H

) I g9 H

Active listening helps in

A) Fighting

C) Making noise

Teh 91 o JE&Id: Bl &
31) Teh HM

) o= 9m

A sentence has mainly
A) One part

C) Three part

Sfedcd I8 ST g Toh S HH
) @l a

) gidar g

Personality shows how a person
A) Eats

C) Sleeps

&1 1 STaIhdT I 3

§) dER GHeH H
T) qE I T HH °

B) Understanding better
D) Ignoring others

) o Hm
Q) TR HA

B) Two part
D) Four part

¥) SRR HAT 8
T) dledr @

B) Behaves
D) Run

HEgE HT 2 |

3) shild
q) guea
Need for safety means feeling
A) Angry
C) Secure

§) UohT g3
Q) 1 g3

B) Tired
D) Bored
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5. TSsfie s &I I Bl 8 [%4]
CIRCER-CICCR LY ¥) Tifid 9™ & fore
H) 3Tl ol TUE 9 TUET 2) fifem e & fou
A spreadsheet is mainly used to
A) Draw pictures B) Play music
C) Store and calculate data D) Watch videos
6. TSR 9IS S o Y Y53 1 hal STl @ [%]
3) BEA §) =M
) wEe Q) Ea
Each page in a power point presentation is called
A) File B) Chart
C) Slide D) Cell
7. ¢ ITH < {0 Th Tq@ w141 8 V4]
31) IR AT o) o hl Bl
|) wgd AU gigal T) .3 wgmar
A major barrier for a new entrepreneur is
A) Too much profit B) Lack of money
C) Too many holidays D) Free support
8. T ITH! &l EHT =MfET [V2]
) e ) STeRterzaTHy
) AR Q) wadid
An entrepreneur should be
A) Lazy B) Confident
C) Careless D) Afraid
9. fr=faiaa & @ M9 Tl 1 SeE HIF-AT 8 7 [%4]
) HIFA G §) TATEEH STAMT
) R I $Rier Q) e <hl @l
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.

11.

12.

13.

14.
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T UTgh G0 Shi9-H1 8 ?

) ¥ feefiat E)IRACIRACEI

) qEdh TeT €) AR H
Which is the common customer problem ?

A) Late delivery B) Watching TV

C) Reading books D) Exercising
forva i @ =1 379 7

) TTAd SR & ¥) g9 W Hal e HET
) UTEhi shl 3@ HET 2) *E ° fade s
Reliable service means

A) Giving wrong information B) Providing service on time
C) Ignoring customer D) Delaying work
o T, geT €9 A forg W Sz gar g 7

3) wefH ¥) TEh

q) oA 2) @

CRM mainly focused on

A) Machines B) Customers

C) Buildings D) Accounts
frfefea 8 & geu g &1 3@ HH-T1 7 7

3) HREHI ¥) MW

o) RO g T) WER T8

Which is an example of retail store ?

A) Factory B) Warehouse

C) Grocery shop D) Godown
&m et B

H) eI 1 T o) Wl 1w

) AN 1 G T) &I 1 TG
A team is a group of

A) Animals B) Machines

C) People D) Books
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SECTION - B

T T 6t gfd Hife [16x"4=8]

Fill up the blanks :

15. 3@l 9 99k S9MT SI9T bl ST & | (Ffsha /Ffssha) [%]
Making eye contact shows listening. (Active/Passive)

16. S 919 SFehR] <dT & 3§ I had & | (SUTcHeh /T3TaTeIeh ) [¥4]
A sentence that gives information is called a sentence.
(Declarative/interrogative)

17. SAfddca o1 foreft =afaa & 19U B B | (STIBER/IER) [%]
Personality traits describe a person’s . (Behaviour/Physic)

18. TAIAT 1 37 8 G < ufd EHT | (h3R/TETah) [%]
Kindness means being to others. (Harsh/Helpful)

19. THEE e 1 W § HEh Bidl & | (SAfed /SRR [Y]
Password protection helps to protect . (Person/Information)

20. BE B U Thel ol ST 3 BT 8 | (FSHT/FHSHET) [%]
Sorting makes data easy to . (Delete/Understand)

21. Teh I TRY AT 8 | (ST /i) [%]
An entrepreneur start a . (Business/Job)

22. 3ITH TH =fed g1 8 | (Fecars! /waTedsh) [Y]
An entrepreneur is a person. (Dull/Creative).

23. Sl 331 2 |(a/<hRem) [%]
An entrepreneur takes . (Money/Risk)

24. A TEU Teh 311 FE B | (e /za) [%]
Saving water is a good practice. (Blue/Green)
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25. UTEh 9T 1 7Y < TETIAT ST 7 | (UTEh/Iferd) [%]
Customer service means helping the . (customer/Police)

26. UTESh Yo GEEAIST % HHIUH 6 [T 3= FEWH 2 |
(e /Ea) 4]
Resolving customer service issues requires good
(miscommunication/communication)

27. UTEeh hl GHEIT 1 THTUH ferar ST =nfee | (3fiw /et /) [%]
A customer problem should be solved . (Quickly/late)

28. Mg I G & ITh TS H HERIAl et § |(STavehard /Shid) [V
Listening to customers helps understand their . (Needs/Nature)

29. e Ufdufee =1 37 UrEehi g & TS 2 | (wfefsman /=g fdfsen 7€) [%)
Customer feedback means the given by customers.
(Response/No response)

30. UTEehi okl SMMETE HET AT 8 | (3T /THHH) [%]
Greeting customers shows . (Disrespect/respect)

Qe -9
SECTION - C

oY 3TUcHh T3 [9%1=9]

Short answer type questions :

31. Gfha yau w8 ? [1]
What is active listening ?

32. TEH FAHTR 7 1]
What is customer service ?

33. UTesh Gdl SR & 319 1 qUSd & 7 [1]
What do you mean by customer service information ?

34, 3-H.3T.UH. § Y fohet T U s 9 feafae | [1]

V-105

Name any one tool used in E-CRM.



35. TTEsh a1 GURA < o fafert faReaw | [1]
Write three methods to improve customer service.
36. =R i gfeymr dife | [1]
Define Communication.
37. TTEs a1 H itEdd & ¢ g fafan | [1]
Write two disadvantages of change in customer service.
38. TaT U T Uiedd § 379 41 THHd & 7 [1]
What do you mean by permanent change in service ?
39. dm i gitamsT €S | [1]
Define team.
ug -
SECTION -D
fregTeres T (] g3l T W foafem) ¢ [3%2=6]
Essay type questions (Write answers upto 2 pages) :
40. UTEH GHET & THIYM & =0 1 8 7 [2]
What are the steps in resolving a customer problem ?
FUa/OR
Ife UTEes i TIaTsT /ommenatt o1 gHee | fhar S Al e gt g 7 [2]
What happen if customer concerns/problems are not resolved ?
41. UTEH Qo THHR ol T@TEE H8 fohaT a1 8 2 [2]
How to maintain customer service information ?
FUa/OR
e T ! feemare fafew | 2]
Write the features of customer service.
42. G H duaeh #i Ageaqul § 7 2]
Why is teamwork important in an organisation ?
3A2ar/OR
TS § HTE @7 & i o § 319 1 gHed & 7 2]

What do you mean by working effectively in an organisation ?
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