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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 T97-UF ¥ &lle7 & # T [/ T FS TR # GH FA-JRaH % FeI-IT T [7E)

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 F9T FH FaV [iET J@ V7 G Yee, 9T H B AT [
Before beginning to answer a question, its Serial Number must be written.
o FuT-gikTw & & @] g~i,/9+1 T 881

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

o FT-YRTHE B SIRFT HF o de TEl R o SEvIEagEr & fid st frar Fav T
FI2]

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

strike the written answer.
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o TR ST AT To JeT-UH YT Haed [@ T To & SARFT FIT-YH Y o FE A T
frd sife dafeys 7971 & TR T Frdll T T 9T T g

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) TOF F97 F I G THT 0T 77 8
Marks of each question are indicated against it.
(iii) STTH TV HBAT &7 AT
Your answer should be according to marks.
s - A
SECTION-A
(e 9s)
(Essay Type Questions)

1. T i Ul d MU &g =X & Sei@ &I 5

Explain the steps to deal with Customer Problems.
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YqT
OR

S arelt @ v € 7

What are the characteristics of Customer Services ?

. CRM TF] &1 & &1 &9 & ?

What are the benefits of CRM implementation ?

3TeE
OR

qeh e 3HeSl X i faleEl H1 aoi Fifvm)

Explain the techniques to store customer data.

Tre9METed H TR THERT

Explain the process of Communication.

YqT
OR

e &4 F FY g He THEAR

Discuss the meaning and importance of team work.
gle - §
SECTION - B
(g Sl 5e)
(Short Answer Type Questions)
SRl & @7 BrEe SamEl

State three benefits of Negotiation.
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YqT
OR

Teh YITEROT Sl 97 SAETRT & 7

What is the need of Customer Retention ?

. R v @l Rew Qad @ € 7

What are the main types of Retail Services ?
AYAT
OR

CRM &I &1 5fskar B ?

What is the process of CRM ?

ek TiagRe Il HH & @7 & SRl

State three ways of getting Customer feedback.

. feh Teg® & P T Fe saE

Discuss any three duties of sales associates.

CRM 9 E-CRM ¥ #g &7 95 it

Give any three differences between CRM and E-CRM.

. GEX Rl | SUHT HER & HHEH FH I qew © 7

What is the importance of studying Consumer behaviour in Retailing ?

3638



10.

11.

12.

13.
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gls - 9
SECTION-C
(wfcy @1g S0 W)
(Very Short Answer Type Questions)

e AT /M & 7 2
What is Body language ?

3Ydr

OR
3PS FAM L 7
What is Dress Code ?
E-CRM &7 § ? 2
What is E-CRM ?

3Ydr

OR
e fTemReT 1 § 7
What is Customer Retention ?
AEE TA&T /M & 7 2
What is on-line survey ?
el AR Tedh & e Tl Bl hd AR Gobell & 7 2

How the Retailer can improve relations with Customers ?
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14.

15.

16.

17.

18.

19.
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qfshg <aor = ® ? 2

What is Active listening ?

Th TH ST @ & T Sy 2
State two qualities of a successful Entrepreneur.
gue - §
SECTION - D

(egfrs )

(Objective Type Questions)
g T, A a1 B WG @, S T wedr B (&Y ) 1

Eye contact refers to looking at the speaker while listening. (True/False)

1 § 9§ B9-91 ey 9= &I 9war 7 ? 1
(A) W< (B) dferd
C) I= (D) SUFd gt

Which of the following is a characteristic of ideal Message ?

(A) Clear (B) Concise

(C) Accurate (D) All of the above

Teht 1 ARERAT T B ¥ W AT BT ST T AT S Fea (7)1
Social Media can not be used to share customer feedback. (True/False)
Fr=t 4 @ fopeenl el & g9 § CRM IR & : 1
(A) =D (B) @ER

(C) T MR (D) W |l

CRM enables to understand the needs of :

(A) Customers (B) Creditors

(C) Retailers (D) All of the above
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20. =1 7 @ H-a1 I A O © 7 1
(A) TS &Far (B) SAREROM
(C) fefm o & e (D) IYAHT Gl
Which of the following is a quality of an Entrepreneur ?
(A) Initiative (B) Motivation
(C) Decision making ability (D) All of the above
21, e T T AT &, S AEEE 9 S FOREE # TeE & ol 1
(@t &7 73)

................. is the ability to make profitable and quick decisions.
(Fill in the blank)

22, 79 7 @ -9 GRS Hiv § FEed & ¢ 1
(A) T UEEN (B) ey feivor
(C) & (D) IYAHT Gl
Which of the following is concerned with the organisational skill ?
(A) Time management (B) Goal setting
(C) Efficiency (D) All of the above
23. 1 & @ f5 & 7 #E7 voee @ S A § 7 1
(A) STURIE SiherT (B) a4 =T
(C) 3-oTufRrse geeishol (D) S i
Green Jobs related to waste management are :
(A) Waste auditing (B) Waste control
(C) E-waste recycling (D) All of the above
24. BEfic § TAUS (Text) B HSIART H &l Mehe ‘B T & 7 1
(A) Ctrl+B B) Ctrl+U
(C) Ctrl+1 (D) T8 | Flg 7l
What is the shortcut 'key' to underline text in a spreadsheet ?
(A) Ctrl+B B) Ctrl+U
(C) Ctrl +1 (D) None of these
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25. Bedic & aFie SwEe &, Bad A o B’ B 2 (FEyTT) 1

A spreadsheet is an electronic document, which has 'rows' and 'columns'.

(True/ False)

26. 3 T B TaW & U ARG B ¥ (&Y ) 1

Closed-ended questions inspire a short answer. (True/False)
27. Hz il RS AMeFk A IMAT b I ITBI TIIRT Bl &7 BB ACD vvvevvvnnnnnn. EEl|

T B (@ @& 73) 1

(A) §E IHRN (B) BTy

(C) T TR (D) SR af

Any Retailer can impress customer and build customer ................. by sorting

out their problem. (Fill in the blank)

(A) Brand Loyalty (B) Loyalty

(C) Service Loyalty (D) All of the above

28. I TQ HEC H M FABC S IR & JAN AEH B GHA A & QT Bk 31 1

Name the social site, which is used to receive customer feedback.

29. MU IAE H TF IR QT 1
Give one example of Shopping Products.

30. WA e FM, fEH TEA & T 7eTR el B (&) 1
Effective teamwork is not helpful for sales associates. (True/False)
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