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o PY I F A [ 59 Je7-9H § GRT g5 8 7o 597 30 &)

Please make sure that the printed pages in this question paper are 8 in number and

it contains 30 questions.

o U97-UF H e & @ 3T /Y9 T FS TR F G FA-JRaH % FEI-IF 4T [@)

The Code No. on the right side of the question paper should be written by the
candidate on the front page of the answer-book.

o FYF J9T H TV TG Y& V7§ Yeer, 9T B B AT [7E]
Before beginning to answer a question, its Serial Number must be written.
o FUT-YikTHE % &= H @Il §/9 T 85

Don’t leave blank page/pages in your answer-book.

o FTT-GRam & RFT FF T e Te A g sraeaEagar & @ G fiar Faw T
#IC]

Except answer-book, no extra sheet will be given. Write to the point and do not

strike the written answer.
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Candidates must write their Roll No. on the question paper. Except Roll No. do not
write anything on question paper and don't make any mark on answers of objective
type questions.

o U F97 % FuT 37 @ {4 & GEAlEd FY @ [ Fe7-0F {7 T 78 8, g # I 59
G § 25 4 @ &@hwre Tl A @

Before answering the questions, ensure that you have been supplied the correct and
complete question paper, no claim in this regard, will be entertained after
examination.

G (7397 -
General Instructions :

() @4 FeT sfard &

All questions are compulsory.

(i) HEF F97 B 7F IGH GEHT T TT &

Marks of each question are indicated against it.
(iii) SII9% TV HBIAT &7 R

Your answer should be according to marks.

gus - I
SECTION - A
(e 9s)
(Essay Type Questions)
1. ¥ R & SAEl & aue #B1 5

Explain the various types of Products.
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HAYAT
OR

Tk Qaredl & g9 = B

Discuss the impact of Customer Services.

HER i1 & v &Y

Explain the process of Communication.
AYAT
OR

CRM & <&l % g9 B

Explain the components of CRM.

gRads & @l B g A

Discuss the advantages of change.
AYAT
OR

gfefehar o1t e @t faReT faftRr @ € 7 aole &

What are the methods of collection of feedback ? Explain.

gug -
SECTION - B
(g ST 5%)

(Short Answer Type Questions)

. TEH G § MU & TR # Swd Bl

Mention the steps of dealing customer problems.
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YqT
OR

yfegie # qewEqe © ?

Why feedback is important ?

. ST AT B AT AT T

Explain three features of Customer Service.

CRM & &7 @ g
Write three benefits of CRM.

3TeE
OR

e FfERer Fi Fe@qe & 7

Why customer retention is important ?

. [ 9&R &1 e |ael & auie wY

Explain different types of Retail Services.

HYE Sl % IAEIl Bl Ieaid i

Discuss the responsibilities of Team Leader.

. S & Rl A7 i R

Mention any three qualities of Entrepreneur.
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10.

11.

12.

13.

14.

15.
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(5)
gE - 9

SECTION-C
(wfer @1g S0 we)
(Very Short Answer Type Questions)

freqa e ar g9 @@ § 7

What are open-ended questions ?

S-S TIh(eT T & 7

What is on-line marketing ?

QT Seare | oMU a4 AR & ?

What do you mean by Shopping Products ?

E-CRM & 8 ?

What is E-CRM ?

URee & & @ o

Write two advantages of change.
AYAT
OR

TR F B 7
What is Communication ?

3T PHis FAM L 7

What is dress code ?
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AYAT
OR
Ak ST 4 B 7
What is Active Listening ?
gug - §
SECTION-D
(aEgFre ws)
(Objective Type Questions)
16. STEst g # AT =& F ? 1
(A) T (B) @R
C) = (D) SWiEd a4t
What are characteristics of an ideal message ?
(A) Clear (B) Concise
(C) Accurate (D) All of the above
17. fo5o a8 o5 ® S fobam qantan 2 (&l 77 ) 1
Verb is a word that shows action. (True/ False)
18. fdl g USIdeN WHedaT &I T Fayl 1

Name any one presentation software.

19. 89 H & MeHT ol 41 & ° 1

What is the short-cut key of save.

20. CNG & Tl &0 fo| 1

Write the full form of CNG.
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21.

22.

23.

24.

25.

26.
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CRM &f=d ¥ : 1
(A) "dg (B) @

(C) TTRR (D) ST Tt

CRM is focussed to :

(A) Management (B) Customer

(C) Creditor (D) All of the above

TEH & TAM oo AT B (@t T 78 ) 1
Always make a .............. deal with customer. (Fill in the blank)
gigRe & IMe®H B ... T F 7eg el Sl (&7t e %) 1
The feedback helps to ............. the customer. (Fill in the blank)
STH 9 -9l SUHFT da1 FET 8 7 1
(A) @S FE T&H B (B) fespaO=T ol &

(C) IEH Gol GUE Tl (D) SUFd gt

Which one of these does not mean customer service ?
(A) Provide customer information (B) Provide after sale information

(C) Storing customer information (D) All of the above

AT A H WA Aeh-Tiear < H B ¢ 5 o webar 2 (@ oramr) 1
Social media can be used to share customer feedback. (True/ False)
YT Tl B HE aY qE g ? 1
(A) 2000 (B) 2001
(C) 2004 (D) 2022
Information Technology Act, passed in the year :
(A) 2000 (B) 2001
(C) 2004 (D) 2022
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27.

28.

29.

30.
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(8)

CRM ........... F e B F9EH H EH 3

(A) @ (B) w¥ERX

(C) e (D) & & g T
CRM is enable to understand ............ need.

(A) Owner (B) Creditor

(C) Customer (D) None of these
Ry Gl @ o A B R A 9% Hewgt ¥

(A)  SiSrErer (B) ScdTEehal

(C) o (D) ST Tt
Team work is important to achieve for the following targets :
(A) Training (B) Productivity
(C) Engagement (D) All of the above
EPF & Q9 &9 fiiau

Write the full form of EPF.

........... e IR faemsiie & =feu

(A) oRE (B) H

(C) e (D) IR Tl
.............. should be subtle and discreet.

(A) Dress (B) Tattoos

(C) Makeup (D) All of the above
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