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IÊS> - A

SECTION – A

  ~hþ{dH$ënr` àíZ : àíZ g§. 1 go 14 VH$ :  	 [14×½=7]
  Multiple choice questions : Q. No. 1 to 14 :		

	 1.	 ì`pŠVJV ñdÀN>Vm _w»`Vm: {Z^©a hmoVr h¡	 [½]

	 A)	 eara Ed§ H$n‹S>o

	 ~)	 Iob/Hy$X H$m ñWmZ

	 g)	 ZhmZo H$m ñWmZ

	 X)	 ~V©Z YmoZo H$m ñWmZ

		  Personal cleanliness mainly depends on
	 A)	 Body and cloth

	 B)	 Place of sports/ground

	 C)	 Place of bath

	 D)	 Place of washing utensils

	 2.	 g§Xoe H$mo boVo g_` H$m¡Z-gr dñVw Amdí`H$ h¡ ?	 [½]

	 A)	 _mo~mBb \$moZ

	 ~)	 B§Q>aZoQ>

	 g)	 noZ Ed§ H$mnr

	 X)	 _oO Ed§ Hw$gu

		  Which things are necessary while receiving a message ?
	 A)	 Mobile phone

	 B)	 Internet

	 C)	 Pen and copy

	 D)	 Table and chair
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	 3.	 {ZåZ{b{IV _| go H$m¡Z-gm H$m`© AmnH$mo n`m©daU Ho$ à{V {Oå_oXma Xem©Vm h¡ ?	 [½]

	 A)	 nwZ: Cn`moJ H$mJO	 ~)	 nwZ: Cn`moJ nmZr

	 g)	 nwZ: Cn`moJ ßbmpñQ>H$	 X)	 CnamoŠV g^r

		  Which of the following actions mainly shows your responsibility toward the 
environment ?

	 A)	 Re-use of paper	 B)	 Re-use of water

	 C)	 Re-use of plastic	 D)	 All of above

	 4.	 {ZåZ _| go H$m¡Z-gm CÚ_r Ho$ AÝXa H$m ~b h¡ ?	 [½]

	 A)	 {M‹S>{M‹S>mnZ	 ~)	 hH$bmZm

	 g)	 VZmd	 X)	 ñd-àoaUm

		  Which of the following in inner strength of an entrepreneur ?

	 A)	 Irritability	 B)	 Stammering

	 C)	 Stress	 D)	 Self-motivation

	 5.	 IVao H$s MoVmdZr H$m {MÌ ________ Ho$ CXmhaU h¡ &	 [½]

	 A)	 _m¡{IH$ g§Mma

	 ~)	 Ñí` g§Mma

	 g)	 BboŠQ´>mo{ZH$ g§Mma

	 X)	 ^mdZmË_H$ g§Mma

		  A picture of a danger warning is an example of 

	 A)	 Verbal communication

	 B)	 visual communication

	 C)	 Electronic communication

	 D)	 Emotional communication
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	 6.	 H§$ß`yQ>a _| \$mBb H$mo H$Q> H$aZo Ho$ {bE ______ em°Q>©H$Q> Hw§$Or H$m Cn`moJ {H$`m OmVm h¡ &	 [½]

	 A)	 Ctrl + C	 ~)	 Ctrl + P

	 g)	 Ctrl + V	 X)	 Ctrl + X

		  ________ shortcut key is used to cut a file in computer.

	 A)	 Ctrl + C	 B)	 Ctrl + P

	 C)	 Ctrl + V	 D)	 Ctrl + X

	 7.	 Ob g§ajU H$m H$m`© {H$g àH$ma Ho$ Om°~ go gå~pÝYV h¡ ?	 [½]

	 A)	 `obmo Om°~	 ~)	 J«rZ Om°~

	 g)	 ao‹S> Om°~	 X)	 {n§H$ Om°~

		  The work of water conservation is related to which type of job ?

	 A)	 Yellow job	 B)	 Green job

	 C)	 Red job	 D)	 Pink job

	 8.	 O~ H$moB© J«mhH$ naoemZ hmo Vmo àma§{^H$ à{V{H«$`m Š`m hmoZr Mm{hE ?	 [½]

	 A)	 CÝho ZOaA§XmO H$a|

	 ~)	 CÝho Mbo OmZo H$mo H$h|

	 g)	 em§V Am¡a ghmZw^y{V nyU© aho

	 X)	 Bg _wÕo Ho$ {bE CÝho Xmofr R>hamE§

		  What should be the initial response when a customer is upset ?

	 A)	 Ignore them	

	 B)	 Ask them to leave

	 C)	 Remain calm and empathetic

	 D)	 Blame them for issue
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	 9.	 C{MV ì`pŠVJV gwajm CnH$aU (nr.nr.B©.) H$m Cn`moJ gwajm _| H¡$go `moJXmZ XoVm h¡ ?	 [½]

	 A)	 Bggo H$_©Mm{a`m| Ho$ {bE naoemZr ~‹T> OmVr h¡ 

	 ~)	 `h XwK©Q>mZmAm| Am¡a MmoQ>m| H$mo amoH$Vm h¡ 

	 g)	 BgH$s Amdí`H$Vm {H$gr H$mo Zht h¡ 

	 X)	 BgH$m H$m`©ñWb gwajm na H$moB© à^md Zhr n‹S>Vm h¡ 

		  How does the use of proper personal protective equipment (PPE) contribute 

to safety ?

	 A)	 It increases discomfort for employees

	 B)	 It prevents accidents and injuries

	 C)	 It is not required for any one

	 D)	 It has no impact on workplace safety

	 10.	 Omo ì`pŠV Z`m ì`mdgm` ewé H$aVm h¡, Cgo ñWm{nV H$aVm h¡ Am¡a CgH$m à~§YZ H$aVm h¡, 

Cgo Š`m H$hm OmVm h¡ ?	 [½]

	 A)	 ZoVm

	 ~)	 à~§YH$

	 g)	 noeoda

	 X)	 CÚ_r

		  An individual who starts, creates and manages a new business can be called as

	 A)	 A leader

	 B)	 A manager

	 C)	 A professional

	 D)	 A entrepreneur
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	 11.	 J«mhH$ godm _| à{V{H«$`m Š`m| _hËdnyU© h¡ ?	 [½]

	 A)	 J«mhH$ H$mo ^«{_V H$aZo Ho$ {bE

	 ~)	 godmAm| _| gwYma H$aZo Ho$ {bE

	 g)	 {eH$m`V ~‹T>mZo Ho$ {bE

	 X)	 g_` ~~m©X H$aZo Ho$ {bE

		  Why is feedback important in customer services ?

	 A)	 To confuse customers

	 B)	 To improve services

	 C)	 To increase complaints

	 D)	 To waste time

	 12.	 {ZåZ{b{IV _| go H$m¡Z-gm g§Mma à{H«$`m _| Cn`moJ {H$E OmZo dmbo M¡Zb H$m CXmhaU h¡ ?	 [½]

	 A)	 B©-_ob

	 ~)	 g_mMma nÌ

	 g)	 Q>obr\$moZ bmBZ|

	 X)	 CnamoŠV g^r

		  Which of the following is an example of a channel used in the communication 
process ?

	 A)	 E-mail

	 B)	 Newspaper

	 C)	 Telephone lines

	 D)	 All of these
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	 13.	 O~ Amn à~§YH$ Ho$ ê$n _| H$m`© H$a aho hm| Am¡a EH$ {XZ AmnH$m H$moB© A{V{W N>moQ>o Xmof 

Ho$ {bE H$_©Mmar na Jwñgm H$ao Am¡a {MëbmZo bJo, Vmo Amn Š`m H$a|Jo ?	 [½]

	 A)	 Cgo gy{MV H$a| {H$ {H$gr go ^r JbVr hmo gH$Vr h¡ Am¡a CgHo$ Eogm ì`mdhma H$aZo H$m 

H$moB© H$maU Zht h¡ 

	 ~)	 Cgo H$h| {H$ AJbr ~ma dh `hm± Z AmE

	 g)	 H$_©Mmar H$s Amoa go j_m àH$Q> H$a| Am¡a Cgo g§VwîQ> H$aZo Ho$ {bE gwYmamË_H$ H$X_ CR>mE± 

	 X)	 A{V{W go H$h| {H$ Amn Cggo Omoa go {Mëbm gH$Vo h¡ Am¡a Cgo R>rH$ go ì`mdhma H$aZm Mm{hE 

		  When you are working as a manager one day one of your guest gets 
extremely angry and shouts at the staff for minor laps. What will you do ?

	 A)	 Inform that mistakes can be made by anyone and there is no reason for him to 
behave like that

	 B)	 Tell him not to come next time

	 C)	 Apologise on the behalf of the staff and make amends to satisfy him

	 D)	 Tell the guest that you could shout louder then him and he must behave properly

	 14.	 {ZåZ{b{IV _| H$m¡Z-gr AmXV H$m`©ñWb na ì`pŠVJV ñdÀN>Vm ~ZmE± aIZo Ho$ {bE 

_hËdnyU© h¡ ?	 [½]

	 A)	 AñdÀN> H$n‹S>o nhZZm

	 ~)	 hmW Z YmoZm

	 g)	 J§XJr \¡$bmZm

	 X)	 ZmIyZ d ~mbm| H$s g\$mB© ~ZmE± aIZm

		  Which of the following is an important habit to ensure personal hygiene in 
the workplace ?

	 A)	 Wearing dirty clothes

	 B)	 Not washing hands

	 C)	 Spreading dirt

	 D)	 Keeping nails and hair clean
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SECTION – B

  A{V bKyÎmamË_H$ (àíZm| Ho$ CÎma EH$ eãX `m EH$ n§pŠV _| Xr{OE) àíZ g. 15 go 30 : 	 [16×½=8]
Very Short Answer Type Questions (Write the answers in one word or one line)  
Q. No. 15 to 30 :		

	 15.	 Š`m {eH$m`Vm| H$mo gH$mamË_H$ ê$n go {b`m OmZm Mm{hE ? 	 [½]

		  Should a complaint be taken in a positive manner ?

	 16.	 ""godm'' H$m Š`m AW© h¡ ? 	 [½]

		  What does ‘‘Service” mean ?

	 17.	 Q>r_dH©$ H$m EH$ bm^ Š`m h¡ ? 	 [½]

		  What is one benefit of Teamwork ?

	 18.	 ñdÀN> Am¡a hao-^ao dmVmdaU H$m EH$ bm^ ~VmB`| & 	 [½]

		  Give one benefit of clean and green environment.

	 19.	 _m¡{IH$ g§Mma H$m EH$ CXmhaU Xr{OE &	 [½]

		  Give an example of verbal communication.

	 20.	 H§$ß`yQ>a H$m _w»` H$m`© Š`m h¡ ? 	 [½]

		  What is the primary job of a computer ?

	 21.	 ì`pŠVJV gO-gÁOm H$m EH$ bm^ Š`m h¡ ?	 [½]

		  Name one benefit of personal grooming.

	 22.	 EH$ AÀN>o Q>r_ gXñ` H$s EH$ {deofVm Š`m h¡ ?	 [½]

		  Name one quality of a good team member.

	 23.	 J«mhH$ godm H$s g_ñ`m H$mo à^mdr ‹T>§J go H¡$go hb {H$`m Om gH$Vm h¡ ?	 [½]

		  How can a customer service issue be resolved effectively ?
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	 24.	 H§$ß`yQ>a _| _mCg H$m Cn`moJ ~VmB`o &	 [½]
		  What is the use of mouse in computer ?

	 25.	 gH$mamË_H$ à^md {H$ggo ~ZVr h¡ ?	 [½]
		  What creates a positive impression ?

	 26.	 J«rZ pñH$ëg Š`m h¡ ?	 [½]
		  What are green skills ?

	 27.	 CÚ_r H$m¡Z h¡ ?	 [½]
		  Who is an entrepreneur ?

	 28.	 \$mBb H$mo H§$ß`yQ>a _| god H$aZo Ho$ {bE à`wŠV H$_m§S> H$s em°Q>©H$Q> Hw§$Or> {b{IE & 	 [½]
		  Write the shortcut key used to command to save the file in the computer.

	 29.	 ñd-àoaUm H$m EH$ CXmhaU {b{IE &	 [½]
		  Write one example of self-motivation.

	 30.	 VZmd H$mo H$_ H$aZo Ho$ {bE ì`pŠV H$mo gH$mamË_H$ gmoMZm Mm{hE & `h H$WZ ghr h¡ `m  
JbV h¡ ?	 [½]

		  To reduce stress, a person should think positively. Is this statement true or false ?

IÊS> - g 

SECTION – C

  bKyÎmamË_H  àíZ - àíZ g§. 31 go 39 (eãX gr_m 40 eãX) : 	 [9×1=9]
Short Answer Type Questions – Q. No. 31 to 39 (Word limit 40 words) :

	 31.	 X¡{ZH$ OrdZ _| g§Mma H$m _hËd g_PmB`o &	 [1]
		  Explain the importance of communication in daily life.

	 32.	 VZmd H$_ H$aZo Ho$ Xmo VarHo$ ~VmB`o &	 [1]
		  Name two ways to reduce stress.



10

V-106	

	 33.	 àmW{_H$ CnMma Š`m| _hËdnyU© h¡ ?	 [1]
		  Why is first aid important ?

	 34.	 H$m`©ñWb na gwajm Š`m| _hËdnyU© h¡ ?	 [1]
		  Why is workplace safety important ?

	 35.	 g§Mma _| gwZZm Š`m| _hËdnyU© h¡ ?	 [1]
		  Why is listening important in communication ?

	 36.	 Amn AÀN>m nhbm à^md H¡$go ‹S>mb gH$Vo h¢ ?	 [1]
		  How can you make a good first impression ?

	 37.	 EH$ g§JR>Z gH$mamË_H$ N>{d H¡$go ~Zm gH$Vm h¡ ?	 [1]
		  How can an organization build a positive image ?

	 38.	 Iam~ J«mhH$ godm ì`dgm` H$mo H¡$go à^m{dV H$a gH$Vr h¡ ?	 [1]
		  How can poor customer service affect a business ?

	 39.	 g_` à~§YZ Š`m h¡ ?	 [1]
		  What is time management ?

IÊS> - X

SECTION – D

{Z~ÝYmË_H$ àíZ - àíZ g§. 40 go 42 VH$ (eãX gr_m 150 eãX) :	 [3×2=6]
Essay Type Questions – Q. No. 40 to 42 (Word limit 150 words)  :	

	 40.	 EH$ CÚ_r Ho$ {d{^ÝZ JwUm| H$s ì`m»`m H$sOrE &	 [2]
		  Explain the various qualities of an entrepreneur.

AWdm/OR

		  ""n ©̀Q>Z CÚmoJ _| ì`pŠV _| gm°\$Q> pñH$ëg hmoZm A{Zdm ©̀ h¡'' : Bg {df` na {Z~§Y {bIo &	
		  Write an essay on the topic : ‘‘Soft skills are essential for a person in the 

tourism industry’’.
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	 41.	 EH$ g§JR>Z H$s gH$mamË_H$ N>{d ~ZmZo _| H$_©Mm[a`m| H$s Š`m ^y{_H$m hmoVr h¡ ?	 [2]

		  What role do employees play in creating a positive image of an organisation ?

AWdm/OR

		  g§Mma _| AmZo dmbr ~mYmAm| Ho$ ~mao _| {dñVma go {b{IE &	

		  Explain in detail the barriers that occur in communication.

	 42.	 n`©Q>Z _| J«mhH$m| H$s gwajm go Amn Š`m g_PVo h¡ ?	 [2]

		  What do you understand by customer safety in tourism ?

AWdm/OR

		  H$m`©ñWb na ì`pŠVJV ñdÀN>Vm ~ZmE aIZo Ho$ gm_mÝ` Cnm`m| na {Z~§Y {bI| &	

		  Write an essay on common practices for maintaining personal hygiene at the 
workplace.
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