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o PY I F A [ 59 JeT-GH § GRT g5 8 7o 597 42 &)

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

it contains 42 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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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
TTE F g o qar @hHre 7@ AT AW

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 GHT T TT &

Marks of each question are indicated against it.
(iii) STY% FAT STEITA &7 2T
Your answer should be according to marks.

(T 51s)
(Essay Type Questions)

1. IO H TRl B EEEH & A e Hi-sE-a 8 7 6
What are the different sources of identifying customer's problems ?

STeE
OR

SUAIRT & Hgie T B b ;T AN o 7

What are the benefits of getting feedback from customers ?
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(3)
ST Yaret Hi Qe H1 U S

Discuss the features of Customer Services.

YqT
OR

e IEH F YOI B AU BT

Explain the qualities of a successful entrepreneur.

(wrg sl )
(Short Answer Type Questions)

ST T TERe 4 8 7
What is CRM ?

Req garstl & YR SaEy|

State the types of Retail Services.
Remee & AFs #7117

What is standard of appearance ?

. Wk A FT 8 ?

What is active listening ?

(wfey @1g ST ws)
(Very Short Answer Type Questions)

. 3T B B 7

Who is Entrepreneur ?

ST iAEReT @y 7 ?

What is Customer retention ?

E-CRM &1 8 ?
What is E-CRM ?
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11.

12.

13.

14.

15.

16.

17.

18.

19.

20.
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Give an example of Convenience Products.

Facebook &1 & ?
What is Facebook ?

I T F R ?

What is Eye Contact ?

a7 8 ?
What is Sentence ?

T -STNToSHdT 41 & 7
What is Self Awareness ?

i 9 4 AN 7 7

What is meant by Personality ?

afear SoEt B ® ?

Who is Woman Entrepreneur ?

YT MR ?

What is Referrals ?

SUHERT Sfcgfe @ 2 ?

What is Customer Feedback ?

WY 7 8 7
What is Startup ?

ST ST d F AR § 7

What is meant by Customer Expectations ?



21.

22.

23.

24.

25.

26.

27.

28.
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o M5 7
What is Message ?

FIfeh ST 4T S
What is Body Language ?

BRg ot Fr B ?
What is Green Job ?

URERE HIST F 8 7
What is Interpersonal Skills ?

STeET 99 FME 7

What is Online Survey ?

SNERICACISICRG | I
What is Organization Climate ?

(egfrs )

(Objective Type Questions)
feshl TR Bl I ol BRI A & .o

Sales associates should ............... to customer's complaints carefully.
(Fill in the blank)

CRM 3f%d ® :

(A) ¥ (B) YT

(C) WTER (D) SYe @4l
CRM is focussed to :

(A) Management (B) Customer

(C) Creditor (D) All of the above
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30.

31.

32.

33.

34.
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fr=r § 9 a1 Rea) gm0 SudieT Rl ®l geE # 9ree Je 7 1
(A) Tkl TEEH &l HgRe (B) SUHIRT HifeT
(C) HHITE TYE (D) &N Gl

Which one of these is not a source of identifying customer problems by the
retailer ?

(A) Feedback of sales associate (B) Customer meeting
(C) Social group (D) Executive meeting

foehl Her® &l gEx HHanEl, Adl U wEkRE ) I Ior aew (&) o) 1

Sales associate should point out the fingers at other employees, policies &

procedures. (True/ False)
TS B ReAX Al STAFRT H ... T % G & &9 § o Ayl 1
(@reft & 3

A problem might give retailer an opportunity to increase customer ............. .

(Fill in the blank)

ST T B ..o F R B 2 (Gt & )
Authority flows from ............... . (Fill in the blank)

%% IR e T, SUNiH et B QU B § ' 787 A B (& o) 1

Sometimes sales associates will not be able to meet a customer's need at all.

(True/ False)
............. % R 99 9Be ol 1
(A) HETH (B) 33
(C) TN (D) ST Tt
............. is a free social site.
(A) Facebook (B) E-mail
(C) Telephone (D) All of the above



35.

36.

37.

38.
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HEE Bl © - 1
(A) ST H T W H (B) SUNEN @ H
(C) (A) T (B) &t (D) ST ¥ q HE el
Feedback helps in :
(A) To retain customers (B) To loose customers
(C) Both (A) and (B) (D) None of the above
glaersTe aegel # GUa § IUHER el 99 78 (& orer) 1
Customer do not take much time to purchase convenience products.

(True/ False)

Fr=t & @ SF-81 SusiiE a1 787 © 7 1
(A)  STHIET FEAT T BT
(B) TeemAIaRI= =T &
(C) SYHIRTT FEAT TIET
(D) IUE 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
[T ot # qnfeet B, Yoo, sEfafEr of e L | 1
(A) T (B) & HOmel
(C) wm (D) IYAHT Gl
Service quality include strategies, procedures and performance ............. .
(A) Management (B) Information System
(C) Communication (D) All of the above

P.T.0O.
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40.

41.

42.
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(8)

JUIRT e B Bl ©

(A) ST iR WX (B) R widgie W
(C) @A Higfe W (D) IR Gl
Customer meet is focussed on :

(A) Customer feedback (B) Retailer feedback
(C) Executives feedback (D) All of the above
aTas wRer H fdwa ¥

A) W< (B) dfear

(C) & (D) IR Tl

The characteristics of an ideal message are :

(A) Clear (B) Concise

(C) Accurate (D) All of the above
CNG & T &9 faifu

Write full form of CNG.
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T & T B HA B A BEAH © oo | (e I/ IRERE Hi) 1

The ability to work with othersis .................. .

(Organizational Skill/Interpersonal Skill)



