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Note:

(i) w1 &g MeiRa s 376 TR 3ifea &

(iii) HAP T PI LAHYAD Uled dT FHRIT IR AfsTe|

(iv) 92907 H YA TEfadbeard Y24 & 3R § IR [Joeq fedr e &1 92 odew s
IR GRxIahT # ferRRae|

(v) 1 37 aTet 3iicl o ITRIT JeHT BT IR ATHT 10 ¥ 20 91t # Aol

(vi) 2 37ch dTcl o ITRIT TRAT BT IR THINAT 40 I 60 Ir&T H fSre ]

(vii) 3 37 aTeT GTEF JTRIT T2 T IR @+ 100 ¥ 120 &t & Qe

(viii) 3 Te-T H 9T R BIs faeben T8l & qenfy siaua weat # sniaRks e wem
fopaT T 2| U W W Shdel U fhed T & IR Al

(i) There are two sections in this question paper. Section-I contains 5
questions and Section-II contains 13 questions. All questions are
compulsory.

(i) Marks allotted to the questions are mentioned against them.

(iii) Read each question carefully and answer to the point.

(iv) Four options are given in answer of each multiple choice question in the
question paper. Write correct option in your answer book.

(v) Very short answer type questions carrying 1 mark to be answered in
about 10 to 20 words.

(vi) Short answer type questions carrying 2 marks to be answered in about
40 to 60 words.

(vii) Long answer type questions carrying 3 marks to be answered in about
100 to 120 words.

(viii)There is no overall choice in this question paper, however, an internal
choice has been provided in few questions. Attempt only one of the given
choices in such questions.
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guos - 1
(Section - I)

1. f5d FeT 9 WRl floe @ed s €2 1
() g I (i) g "G
(i) gD (iv) faea @y e
Which organization has created the sustainable development goals?
(i) United Nations (ii) League of Nations
(iii) UNICEF (iv) World Health Organization

2. UP Kl g H 980 IR & §IE 3T 32 & | TP P P BXME Gbs Mewd &, fore Bl
TSl & fth HAR BT B HH B FobelT &7 1

(i) 39 T AT %HU SR BT &

(i) 39 cisfhe A1 H &Y X

(i) 39 3TE &8 W ao Uae & fore 9
(iv) 39 TR H o

In a steel factory, a lot of utensils are being made. The manager finds many

defective pieces which have to be discarded. How can a person reduce waste?
(i) Give it to the junk dealer or scrap dealer

(i) Dump itin a landfill site

(iii) Send it back to the production line for melting

(iv) Sell it in the market

3. Afthg B AT a1 &7 1
What is active listening?

4. 9Rag" ¥ W4 Sited B JeaTR 87 2
How do the green jobs help in transportation?

5. UK DIYE F91 8° AR HIfoTe| 3

What are communication skills? Explain.
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gus - II
(Section - IT)

6. 0 9 B REeR gRT YD DI THTIT O IgI D= BT T 8] &7 1
() Tt weamh & ufafsar (i) UESD fHer
(iii) AIST® T (iv) BRIGIRGT B doB
Which one of these is not a source of identifying customer problem.by the
retailer?
(i) Feedback of sales associate (i) Customer meet
(iii) Social group (iv) Executives meet

7. UIEd JaT 9IeR 3R 3R IR RS GIGemd vam Bl & 1
(i) 6D Bl (ii)  foghar 1
(i) TFER P (iv) §79 S IS el
Customer service provide brilliant customer amenities outside and inside to the:
(i) Customers (ii) Vendor
(iii) Creditors (iv) None of these

85 ERIRET STERAl DI THSH H TeTd §1dT 2 1
(i) wfeisd & (i) THER &
(iii) TTED P (iv) 38 PIS &I
C.R.M. enables to understand the needs.
(i) Owners (ii) Creditors
(iii) Customers (iv) None of these

9. "UIED P T M IAE H 3 el GRS ¥ M o e § ¥ o qorewn 4
gRTie fosam mam &? 1
(i) 3Teard (i) arIfadar
(i) fagaT=naan (iv) 3 g9

"Dealing with the problems encountered in the product sold to the customer" is
defined in which of following the quality?

(i) Assurance (i) Tangibility

(i) Reliability (iv) All of these
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10. HI03TROTHO BT T AT &7 &2
What is the full form of C.R.M.?
11. JIESH e &1 3ref ar &2
What is the meaning of customer service?
12. TED B qHIERT TT &2
What is customer loyalty?
13. UTED FHET Bl & B & 1070 BISad & ATl Bl ARAT HIfoTe |
Explain benefits of feedback to solve customer problem.
14. f@t @ aref fafaw|
Write meaning of sales.
15. INUR KR JaT ¥ gRac= &1 yumg felae|
Write the impact of change in service on business.
312[d1/OR
a1 H UR & fore g1 gRad aifge?
What changes need to improve service?
16. WS akics o =it & e & o from &2
What are the rules for handling problems in an organized way?
17. 3¢l & SR &1 77 HEd &?
What is the importance of storage of data?

18. 3RS 3R TGER & foiv Tiied & HDI & AT difsTe|

Explain organization standards for apearance and behavior.

3151/ OR
ufRerfc 3R SaER &g Araen-ar @ 8?

What are the precautions for appearance and behavior.
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