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oterreff a3 TTeal H IR S |

Candidates are requires to give their answer in the own words as far as possible.
Marks allotted to each question are indicated against it.

faery fder—

Special Instructions.

gel & IR o FHI Sl URA AT URE UF W el g B, ScR—YRAP! W qE yed |
fora srfard 2|

While answering your questions, you must indicate on your answer book the same
question No. as appears in your question paper.

IR—gRA®T BT fra—dra  @rell g=71 /7 7 B |

Do not leave blank page/pages in your answer book.

SR wfer iR Ve g ARy |

Answer should be brief and to the point.

1 e Sifrart 2 |

All questions are compulsory.

1 3% dTel Ul & IR UP W H AT Y Ufdd H, 2 3 dTel U & I« 20 F 40 ¥l H, 3
3T Tel AT & IR 40 W 60 Rl H |

Answer the question of 1 marks in only one word or in a line, of 2 marks 20 to 40 words,
of 3 marks in 40 to 60 words.

SECTION-A
Answer the following Questions:- (8*1=8)
FrfaRaa gsar & Iax -
Active listening involves?
(a) Eye contact (b) Giving feedback
(c) Gesture (d)  All of the above
afea e@or § nfaw 2
(a) SERS i CT (b) gferfesar 34T
(c) AT (d) SRS AT

The meanaing of self awareness is ?

(a) Understanding one’s own needs, habits/behavior and feelings etc.
(b) Knowing others

(C) Both (a) & (b)

(d) None
STCH STTEehdl hierdT 37 87
(a) W FH A=l STEd, Fae} 3T & a) H SiHAr

(b) g & I H ST
(c) (a) s (b)

(d) g el

What is the shortcut key used to underline text in a spreadsheet?

(a) ctrl+b (b) ctrl+c

(C) ctrl+u (d) ctrl+d

Uk DEdic 7 text ASTERT H B B 1 B @ Aeswe key swHE fHAr Sirar 27
(a) ctrl+b (b) ctrl+c

(C) ctrl+u (d) ctrl+d



Q.4

Q.5

Q.6

Q.7

Q.8

Q.2

The purpose of customer service is ?

(a) To make money (b) To satisfy customers
(c) To avoid complaints (d) None

ek AT H Iaa9T 27
(a) YT HHET (b) TWEH B G BT

(c) farepradl | == (d) PE Tl
When customer has a complain then a retail employee should do

(a) Apologize (b) Argue with them

(c) Speak loudly (d) None

S ek TAHET HIAT & Al Red HHATd &l a1 HIAT =iy ?

(a) &TH T HIET (b) TFBd B

(c) ST & &9 HY (d) FE el

The full form of CRM is

(a) Customer Relationship Management (b) Customer Related Money
(c) Consumer Related Money (d) None

CRM &1 g1 =119 87

(a) e v g (b) Ulesh Gaied o9
(c) I T & (d) FE Al

The best way to resolve customer complain ?

(a) To resolve complain according to company’s rules and policies
(b) Don't listen to complaints

(c) To blame customer for their own mistake

(d) Don’t take interest

e AR FHIEE BT TaiaH aH 87

(a) FHo & e o Aiftdi & AgER fRepEa qErEe w3
(b) ferepre | g

(c) e H AT eI

(d) SIS SR

What is most important responsibility of a team leader?

(a) To tell team members about the importance of teakwork
(b) to take decision for the benefit of team

(c) To motivate the team

(d) None

TH I deX & [ @ad dedyel REEr & §r 8t

(a) <H & = H THIH b Hed B 9 H Sdq™T

(b) iH H wmEe & I Mol e

(c) & & Oicdred BT

(d) FHE TS

Section-B
Answer any 10 question:- (10*2=20)
el 10 mei & IaY -
What is the role of cumtomer feedback in resolving customer service problems ?
TEd WaH FAAAE H YA H AE® ARTEAT H F GfHE 27
How can technology be used to improve customer service in retail?

.JrrgEB@aTEﬁelsd{eMMﬁRdmﬁd*ﬁ?%ﬂﬁ?ﬂwsﬁﬂmmw%?

What is the difference between CRM and E- CRM?

CRM and E- CRM & =1 3ide 27

What is the importance of communication in retail?.

Req & @R & = q5d 27

What role does customer service play in customer retention?.

.Wqﬁrwﬁmﬁmwgﬁwﬁmﬁr%?



6. Write a note on bullying?
T q¥ weh el fared |
7. What is gratuity ?
T=ger o &7

8. What is warranty card?

aEl FHS FT B?

9. Write a note on Green India Mission?
M fear MM 9X v feupolt faRed |
10. Expalin the roles and functions of an entrepreneur.
T IEH HI GfHERT AR FET H GO B |
(11) what is retailing?.
fefeiT s/ 27
Section-C
Q.3 Answerany 4 question:- (4*3=12)
el 4 g4l & IaY 3
(1) Write the difference between noun,pronoun and adjective with example..
e, Ee R fadwor § ofax Iareer afeqd fafad
(2) What is the difference between a complain and suggestion?
R SR gara § @ ofay 27
(3) What is the ways to collect the customer feedback?

Tk UfafhdT ol THEd Hid & a4 ais a7

(4) What is the meaning of change in customer service ? Explain?
TEd AT H gEard H o o7t B?

(5) Which kind of behavior should be there in retail organization while do with customer?.
Red e H Aedhl & 9 Maed 99d fh U &1 FEsX T =Aled |




Retail
(L-1V)

Syllabus of Class Xllith

Part A: Employability Skills

(M.M - 10 marks)

UNIT 1: Communication skills -1V

UNIT 2: Self -management skills -1V

UNIT 3: ICT skills -IV

UNIT 4: Entrepreneurial skills- IV

UNIT 2: Green skills -1V

Part B: Vocational Skills

(M.M-30 marks)

UNIT 1: Resolve Customer concern

UNIT 2: Delivery of reliable service

UNIT 3: Customer relationship
management

UNIT 4: Continuous improvement
service

in

UNIT 5: Work in team and organisation

Distribution of marks

Retail
(L-1V)
S.No. NO. OF QUESTIONS Marks
Q.1 8 01 8X1 =08
Q.2 11(any ten) 2 10X2 =20
Q.3 05(any four) 3 4X3 =12

Total marks =

40




