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Candidates are required to give their answers

in their own words as far as practicable.
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Marks allotted to each question are indicated
against it.
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Instructions:
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While ans ]

werin . '
o g your Questions, you must
Indicate on your Answer-book the same
Question No. as appears in your Question

Paper.
IR-gias & o9 § @reft v e 1 sietl

Do not leave blank page/pages in your

Answer-book.

gl we st 2

All questions are compulsory.

Se% i TS q@ ST g et
Answer should be brief and to the point.
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All questions given 1n Section—A (Multiple
Choice Questions) are to be attempt on

OMR sheet provided with Answer book.
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Answer the questions of 2 marks in 20

to 10 words and of 3 marks 1n 40 to
60 words. '

@wue-&/SECTION-A

Hr=  : ygT Eed 1 @ 8 a% | fu Y agfame ™ weA
§ 9 wa el fashed &1 A I
8 Multiple Choice

Note : Q. Nos. from 1 to -
questions, select the correct option from the
8x1=8

given alternatives.
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(a) TUH St 3R guret |ereEE F&H R

(b) eyt iR wmw fREm ® fag

(©) THEN P &SRl Sl SR SHbT A BT
(d) I Gl |

s

What is the key to handling Customer problems

effectively 7
(a) To provide quick and efficient solution

(b) To show empathy and understanding
(¢) To documents the problem and follow up

(d) All of the above.
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2. EPFO =1 qu I fafau)
(a) =l =Afaama f[fy gmas
(h) wHH=ard vfasa fafu gmass
(¢) o= guan fAafy gmas
(d) 39 A/ HR &
Write the full form of EPFO.
(a) Employee’s Personal Fund Organizatigy,
(b) Employee’s Provident Fund Organizatig,
(¢) Employee’s Protective Fund Organizati,

(d) None of these.
3. fPeR UEE F SHEN THA F0 AR W gm ¢

fgg ————- &1 ITAT HL Thd 4
(a) AS - (b) IRAFR
T (d) ST |

Retailer can usSe ......cccceeveeeenn to collect and store

Customer Information.

(a) Enquiries (b) Warranty Card

(c) Feedback (d) All of the above.
4. Iared B2

(a) A9HM (b) 3THTETG SHAER

(c) sT=net wfafafy (@) Iquad aull
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Harassment i -

(a) Insult (b) Inhuman Behaviour

(¢)  Unwanted Activity
(d) All of the above,

5. Wihd s/ W wfire 2
(2) 7 g (b) wffieam
(¢) g (@ I g

Active listening includes :

(a) Eye contact (b) Feedback
. (¢) Listening (d) All of the above.

6. WU W forq wE T 2, W R T et
R AT 4 o B S
(a) STl (b) STEEEl
(§) U FAM  (d) FH q L TN

Prashant works for Surbhi, who is a Business

women. Prashantisa/an ...................
(a) Entrepreneur (b) Businessman
"~ (¢) Skilled worker (d) None of these.
7. Freht T # e R w wid-we w5 @
(a) Ctrl+V b Ctrl+P
(¢) Ctrl+S d) Ctrl+B.
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What is the short-cut key to print a Document 7

(@) Ctrl+V (b) Ctrl + P

(¢) Ctrl+8 (d) Ctrl + B,

ufafFEn A meR # -------------- 7 o7z
foaerdt 2

(a) - Tar (b) T A

(©) (a) &R (b) A (d) 799 @ w7
Feedback helps to .................. the Customers.
(a) Loose (b) Retain

() Both(a)and ()  (d) None of these.

| us-a/SECTION-B

freafafeas | f6=l g s & dam § W S
Answer any ten of the following questions in |
brief : 10x2=20
() , s ¥ ??

What is the meaning of Change ?

(iiy TS &% A WS Ggfe & 7 @9 ¥?
What are the benefits of Customer
satisfaction in Retail sector ?

(iti) ¥ i wRfia Hif

Deﬁne Referral.
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(iv), frzferm & qfaod
What are the Career prospects in
Retailing ?
(v)/a‘mﬂ@wﬁ mmmm?
Open Ended

What do you understand by

(Vi) ggfaor i
e
Explain the factors which effects the

Environment.
(vii] o i e 7 S wieq faret
What is Adj_ective ? Write with example.
(ix) _ qelEm 1 &7
What is Bullying ?
(x) SAFI Tresdl & 0 WAl H gieiad $iisal

—~

Define P
ersonal hygi :
ien i
yglene in your own

words.
(xi) FH9d . |
~ TR ¥ 9w gEmE 8

What do
you undEr
‘raining 7 stand by Employee
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10. Tr=fafea g & 9@ st wme T & I Heyg

7 i .

Answer any four of the following questions in

brief : 4x3=12

(i) CRM 3 E-CRM ¥ 3= ww #ify
Explain the difference between CRM and
E-CRM.

Gi). e ST B Al H i HIT)
Explain the benefits of Customer
negotiation.

(iii)mwwmmﬁéﬁmaﬂaﬁ
T o ¥
What are the different ways to collecting

Customer Servme Information ?
(iv) mﬁﬁwm%?mﬁsﬁmaﬁiﬁ%@
i SISl ity

What is Self-confidence ? Explain the

qualities of Self-confidence people.
«v) fas weanh & fau smavas Hive 9 82
What are the skills required for Sales

Associated ?
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