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o PY E F A [ 59 Je7-GH 4 GRAT g5 8 7o 497 30 &)

Please make sure that the printed pages in this question paper are 8 in number and
it contains 30 questions.

o T9T-UF ¥ &lle7 & @ T [/ T FS TR # GH FA-JRaH % FeI-JT T [E)

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 TV [iET J@ V7 G Yee, 9T H B T [
Before beginning to answer a question, its Serial Number must be written.
o FUT-YikHr & & F @] gi,/9+ T 881

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

o FT-YRTHE B SIRFT HF o de Tel T o SEvIRagEr & g st frar Fav T
FIC

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

strike the written answer.
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kg sife dafeys 7971 & G T Frdll ST @ 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 YT F97 % FUT 37 @ {4 & GAlEd FY @ [ Fe7-0F {7 T 78 8, g # I 59
T § 25 4 @ &@hHre 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 geT et &

All questions are compulsory.

(i) TOF F97 F IF G GHT 0T 177 8
Marks of each question are indicated against it.
(iii) STTH TV HBAT &7 T
Your answer should be according to marks.
gl - A
SECTION-A
(e 95)
(Essay Type Questions)

1. TEh B GEERT B TSI B Ak @ adl B 5

Discuss the main sources of identifying customer's problems.
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YqT
OR

I & BIFEl 1 aue B

Explain the benefits of Negotiation.

qEgel & fafT JBRi &1 9o i

Explain the various types of Products.

STeE
OR

ek Gal Ferl i [AATASA Bl AT H

Explain the features of customer service information.

CRM 3K E-CRM & =¥ shifsq
Differentiate between CRM and E-CRM.

YqT
OR

SUHIRTSAT bl &1 S awl AR gl |aredl &l e 3

Explain various types of retail services to consumers.

gug -
SECTION - B
(g 90T 9e)

(Short Answer Type Questions)

. ST sfge T B A R i BRE @ w

Discuss any three methods of collection customer's feedback.
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OR

g T T ¥ ®HaIRAl & @5 7 STER Id3U

State any three Rights of employees in a Retail organization.

. TTEH a1 B B 7 AT SRy 3
Explain any three features of customer service.
AYAT
OR

ek iy & a7 "ed @ =a= B

Discuss three importance of customer feedback.

TMeh HAlhe GIBY & B Fi7 = SRy 3

State any three tools of storing customer data.

. CRM @] %% & {6l a7 el bl earer #3 3

Describe any three benefits of CRM implementation.

Ieh YR & 7 alds Sagal 3

State three ways to retain customer.

. FaEE X 91 ¥ 9Raay & @7 99E Sasy 3

Discuss any three impact of change in service on Business.



10.

11.

12.
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gls - 9
SECTION-C
(wfey @1g S0 we)
(Very Short Answer Type Questions)

E-retailing &l IRHMAT i)
Define E-retailing.

SIEE|

OR
CRM &I URHI &Hifor
Define CRM.

IR A & AR F AW & 7
What do you mean by Body language ?

YqT
OR

T &Y 71 8 7

What is overall appearance ?

$13 & Teh TagRe I=1 & qR) H AR

Mention any two customer feedback tools.
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13.

14.

15.

16.

17.
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ST S @ & 7
What are shopping products ?

T TS % HE §F a0 Sdsy

State any two way of managing stress.
ekt Sl TRAT
Define Personality.
s - §
SECTION-D
(i we)

(Objective Type Questions)

GE ANK A R g . W I Tl Jom anfe

() @ (B) e

(C) TARR (D) ST § ¥ Hg Tl
The retailer should not point their fingers at other ............... .
(A) Employee (B) Customer

(C) Creditors (D) None of the above
CRM, F=1 & & fohd T &= aiar & ?

(A) RN (B) HHA

(C) IEh (D) IYAHT Gl

CRM is focussed to which of the following ?

(A) Creditors (B) Employees

(C) Customer (D) All of the above
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18. MfegRe AEH B ...  weg Yl Bl 1
A) @O+ F (B) Sfemer §
(C) ()T (B) I (D) ST & & F5 Tof
The feedback helps to ........... customers.
(A) Loose (B) Retain
(C) Both (A) & (B) (D) None of the above
19. IEH H AT TET B & Qe AeA & ST TE A S wwhan (@@y )
Social Media cannot be used to share customers feedback. (True/False)
20. =1 § § H-61 I B Th U 8 7 1
(A)  TETHSAT (B) g9 I & A
(C) e (D) SYE a4l
Which of the following is a quality of an Entrepreneur ?
(A) Creativity (B) Risk taking ability
(C) Innovative (D) All of the above
21. =1 7 @ H9-91 eRa Srefemewen &1 o 7 1
A) N (B) SIq-HeFed
(C) uRasT (D) STl a4l
Which of the following is a component of green Economy ?
(A) Agriculture (B) Water-conservation
(C) Transportation (D) All of the above
22. fFfl & & B F HAR & TSR FA AU WA B DA ETSINI
(@ret & 3) 1

................. is the ability to continue to do something even when it is difficult.
(Fill in the blank)

23. .. P o1 B, T ¥ Faer H (@rt &7 1) 1

............. means dealing with relationships. (Fill in the blank)
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24.

25.

26.

27.

28.

29.

30.
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ffeaar o A dvgar ¥ S awerd 9 e ol § Heg s ® (&Y ) 1
Decisiveness is the ability to make profitable and Quick decisions. (True/False)
TIghIEge Sifed — UeR@Ee U6 Iiead Hifeday ol (FEy ) 1
Microsoft office — Powerpoint is a presentation software. (True/ False)
FgX | el A o B B & forw Beg il F1 STERT B © ° 1

Which key is used to copy something in computer ?

FYR T HE-JRaw 1§ ? ’

What is work-book in computer ?
STITOT Sl 1 Teh I AT 1

Give one example of shopping product.

SR LI IR | PR GRECEERINSIIRCIEY 1
(A) UEaE (B) H9GX

(C) or=dl % | (D) Sy @4l

Information should be ............... protected.

(A) Password (B) Computer

(C) Well (D) All of the above

AR oo WNT & F R (Gret &7 73 1
Communication is the job of conveying ............. . (Fill in the blank)



