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(i) Tofr weaA 3fAary gl

(i) IRAT P TR F Igh 3K ¢l

(iii) Icdh U@ & 3k 3Tk AT AT g

(iv) 9% AT 1 § 4 doh JEJASS e &1 Tedeh 3u9Re & faw 1 37k
T g

(v) 9T AR 5 @ 9 deh Ao 3T 99T &1 IAh I & 3 3
iR &1 esg AT 75 osq g

(vi) 9%&T shaTeh 10 & 15 Th off 3T 9T &1 Tcdeh R & 5 3ieh feiRa
g1 ersg dar 150 2ersg &

(vii) 92T AR 16 T 20 do &Y 3T 9T &1 Tcdsh 9T & 7 3ih
feiRa &1 ersg TAT 200 e B

Instructions :

(i) All questions are compulsory.

(i) Read the questions carefully and answer then.
(iif) Marks of each question are indicated against it.

(iv) Q. Nos. 1 to 4 are objective type questions. Each subquestion
carries one mark.
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(v) Q. Nos. 5 to 9 are very short answer type questions. Each question
carries 3 marks. Word limit 75 words.

(vi) Q. Nos. 10 to 15 are short answer type questions. Each question
carries 5 marks. Word limit 150 words.

(vii) Q. Nos. 16 to 20 are long answer type questions. Each question
carries 7 marks. Word limit 200 words.

1 T8 AT giay -
Choose the correct alternatives:
(%) 39 afY & a3 g & AfFadt o asl @ gger S|

(i) ITgRl H 1T FHLem

(i) TdeoT HITST

(iii) |rerer #Hfsar

(iv) 3uUFd g

The method which will reach out to big humber of persons rapidly is :
(i) Talking to customers

(i) Survey organizations

(iii) Social Media

(iv) All the above

(@) T CY T hr fFAvad = § ?
(i) TS

(i) Gfgrea

(iii) TR

(iv) 39RTFd T
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What are the characteristics of an ideal message?
(i) Clear

(ii) Concise
(iii) Accurate
(

iv) All of the above

(@) Prfaf@a § @ Fia, IFT & gfFda 1 T = & T s
R 7@ § ?

(i) 3TcATIRETE

(if) el

(iii) dTpraTg

(iv) Fgaddr

Which of the following is not a parameter to describe an individual's
personality?

(i) Self-confidence
(i) Openness
(ili) Neuroticism

(iv) Agreeableness

Gy — . T HIST F1SC
(i) PEgH

(ii) -

(ifi) TP

(iv) 390erd |
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............. is free social site.
(i) Facebook
(i) Email

(iii) Telephone
(

iv) All of the above

(3) TGS TAT HI AT oo I STor3l 3R agdl T G T G
(i) ReeR

(i) Y TEARY

(iii) &R

(iv) 3T T

Customer service refers to meeting the desires and wants of a ...
(i) retailer

(i) Whole saler

(iii) Customer

(iv) All of the above

2 Red v 1 qfd ffST
Fill in the blanks:
(Eﬁ)wm ................ m%mmmmﬁmgl

Service providers spend considerable time to ... customers.

(@) R TER B AR T e I HgATd ol graf|

The retail store must seek ... .consent from the customer.
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(&) GO UG v & forar I B

Motivation is derived from the word................

(3) AEH & TTY §AA Toh............ dier a1 3 L
Always make a ... .deal with the customer.
3. TEI ST FAY -
(37) ()
() WG FAT FE TET & (i) Tmgsh gfafshar
(@) FEARI-FART HTaeT (ii) gaRm g
CL) — T 3Tl o HY (iii) dsETSC
() Mgk hT T STl (iv) =gfFdea
(3) ¥aTcleT I (v) @r.Uw.

Match the correct pairs:

(A) (B)
(@) What customers are telling (i) Customer feedback
(b) Chlorofluoro carbons (i) Always Listen
(c) Do not take criticizing (iii) Website

(d) Procedure of finding the customer's opinion (iv) Personality

(e) Payment Portal (v) CFC

4. /37T @Y

Write True or False:
(F) 3MYAF gfrar gaa Hiad ¢l

Modern world is information-centric.
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(@) IRGTT #T 37 § 379 ATEhI T TTHAT Il & TolT IR &l
Transparency means ready to opposing with your customers.
(1) ReoT sqq@T AR JoT & HSH 3 A9 alel IR # & Th gl

Retail occupation is one of the greatest demanding occupations of the

business era. https://www.mpboardonline.com

(4) ¥R Teh &I aX®l Gisham gl

Communication is a two-way process.

(3) 3f3TeT A TSfesar FEHA Fr TATAT a¥ 2001 F Fr 75 27

The Indian Green Building Council was founded in the year 2001.

5. I AlcHIgT FIT g ?

What is customer incentive ?

6. Aihd TT H Fefol & JhR IABU|

Explain the stages of active listening.

7. OO & 37 FHSSU |

Explain the meaning of motivation.

8. TUsMT & Teahl & Jh IdISU|

Explain the types of a spreadsheet components.

9. Imgeh gfdfhar & 3T &1 FAsTd § ?

What do you mean by customer feedback?
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10. AEH Pl 3Yad TTT FT (WA & I BT

Explain the ways to retain customer.

11, O & ufshar @ s=ar arcay & 2

What is meant by process of communication?

12. Qa1 guUR H IRadT & R T3]

Explain the changes to improve service.

13. Teh FHINT 1 TSFASIRAT a1 § 2

What are the responsibilities of an employee?

14. 3cITAIT & YR dd3U|

Explain the types of entrepreneurs.

15. TP HT FATII & YhR dIsU|

Explain the types of customers problems.

16. HIATRAT & FVHR FaT § 2

What are the rights of employees?

17. STadid & oA Sisd-dhld T §7?

Which are the benefits of negotiation ?

18. I & v [Affie YpR &Y 9T FHSTST |

Describe the different types of services for customers.
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19 T.3R.TH. HATTITT & AT HT TTEAT H|

Explain the benefits of CRM implementation.

20 RedT B W AT H IRGdeT o THTT I ATEAT I

Explain the influence of change in service on the retail firm.
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