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funsZ”k % ¼i½ lHkh iz”u vfuok;Z gSA 
All Questions are compulsory. 

¼ii½ iz”u Ø- 1 esa nks [k.M gS& ¼v½ cgqfodYih; iz”u  rFkk ¼c½ fjDr LFkkuksa dh 
iwfrZ dhft,A  
Question No. 1 contain two parts (A) Multiple Choice questions and  
(B) Fill in the Blanks 

¼iii½ iz”u & i= N% [k.Mksa esa foHkkftr gSA 
Question paper is divided in six parts.  

¼iv½ iz”u & i= esa dqy 25 iz”u gSA 
  In question paper total nos. of question are 25  

 
 

[k.M ¼v½ Part – A 

¼izR;sd iz”u 01 vad dk gS½ 

(Each question carries 2 marks.) 

iz”u Øekad 01 ¼v½ cgqoSdfYid iz”u Multiple choice question 

fuEu esa ls lgh fodYi pqudj fyf[k, % 

 (A) Select the correct option from the following and write it 

 ¼i½ xzkgd ds izfrfØ;k esa “kkfey ugh gSa %& 

 ¼v½ tkapuk    ¼c½ mÙkj ugha nsuk 

¼l½ dk;Zokgh    ¼n½ oxhZdj.k 

Which is nor involved is feedback of customer  :- 

(a) Follow up    (b) Not Answer 

(c) Act     (d) Categorise 

¼ii½ fuEu esa dkSu lk Lkks”ky ehfM;k dk mnkgj.k ugha gS %& 

 ¼v½ Qslcqd    ¼c½ V~ohVj 

¼l½ bZ&esy     ¼n½ oky isaV 

 



 

Which is not Example of social media  :- 

(a) Facebook    (b) Twitter 

(c) E- mail    (d) Wall paint 

¼iii½ dLVej vkbZMh esa “kkfey dj ldrs gS %& 

 ¼v½ xzkgd dk iksLVy irk  ¼c½ xzkgd dk bZ&esy 

¼l½ v o c nksuksa    ¼n½ dksbZ ugha 

Which can added in customer I.D. :- 

(a) Postel Address of customer (b) E-mail of customer 

(c) a & b both    (d) None of these 

¼iv½ fuEu esa ls dkSu lk Conflit dk izdkj ugha gS & 

 ¼v½ baVjilZuy   ¼c½ baVªki”kZuy 

¼l½ izkslsl    ¼n½ cqfyax 

Which of the following is not a type of conflict :- 

(a) Interpersonal   (b) Intrapersonal 

(c) Process    (d) Bulling 

  
¼v½ dUT;wej ,VhVª;wM esa “kfey ugha gS %& 

 ¼v½ fcfyo    ¼c½ QhfyaXl 

¼l½ fcgSfo;j     ¼n½ dkaf¶yDV 

Consumer Attitude may not have :- 

(a) Belief    (b) Feelings 

(c) Behaviors    (d) Conlifts 

 

 iz”u &1 ¼c½ fjDr LFkkuksa dh iwfrZ dhft, %&  
  (B) Fill in the Blanks :- 

1- fdlh fo’k; ij fo”okl ;k rks --------------------------------------------- ;k udkjkRed gks ldrk gSA 

“ Belief Can be Either----------------------------------------- or negative towards on object. 

 2- oS;kfDrd erHksn dk vFkZ nks --------------------------------------------ds chp erHksn ls gSA 
Interpesonal Conflits rejeres to a Conflict a between two------------------------------- 
 
 



3- VkYd Vkbe og le; lhek gS ftles ,d ,tsUV-------------------------------------ds lkFk ckr djrs gSA 

Talk time is the duration of time on agent speaks talking with a ------------------------------------------ 

4- forj.k fdlh mRikn ;k lsok ds ---------------------------------------------gksrk gSA 

Feature are -------------------------------------- that your product of service has.  

 5- lapkj esa ,d izfrfØ;k------------------------djrk gSA tcfd nwljk izfrfØ;k izkIr djrk gSA 

In Communication  one is ----------------------------feedback white after is receiving feedback. 

 

[k.M ¼c½ Part – B 

vfry?kqmÙkjh; iz”u gS 

Very short Answer Question 

¼izR;sd iz”u 02 vad dk gS½ 

(Each question carries 2 marks.) 

iz”u Øekad 2%& lapkj D;k gSa\ 
 What is Comminication. 

iz”u Øekad 3%& lfØ; Jo.k D;k gSa\ 
What is Active usteming. 

 
iz”u Øekad 4%& xzkgd laca/k izca/ku D;k gSa\ 

What is customer Relationship management. 
 

iz”u Øekad 5%& dk;ZLFky ij gksus okys erHksn dks lEgkyus ds dksbZ nks rjhds fyf[k,\ 
Write two stretegiy to handle confliet of workpalce\ 
 

iz”u Øekad 6 %& xzkgd joS;k dks ifjHkkf’kr dhft, \ 
Degine the customer Attitude. 
 

[k.M ¼l½ Part – C 

y?kqmÙkjh; iz”u gS 
short Answer Question 
¼izR;sd iz”u ij 3 vad gSA½ 
 (Each question carries 3 marks.) 

iz”u Øekad 7 %& eksckbZy Qksu ds nq’ifj.kke fyf[k,\ 
Write the Disadvantange of Mobile phones? 
 

iz”u Øekad 8 %& izn”kZu dkS”ky dks ifjHkkf’kr dhft, \ 
  Degine presentation Skill? 
 
iz”u Øekad 9 %& ,d mRikn ds mRd`’V fcØh rduhd ls vki D;k le>rs gSa\ 

What do you understand by dabulus selling teachniques of a product? 
 



iz”u Øekad 10 %& Repeat call ls gksus okys uqdLkku dks fyf[k,A 
Write the draw book of Repeat call? 

 

iz”u Øekad 11 %& erHksn dks izHkkfor djus okys fdUgha rhu dkjdksa dh lwph cukb, \ 

List any three factor affecting conflict? 
 
 

[k.M ¼n½ Part – D 

y?kqmÙkjh; iz”u gS 
short Answer Question 
¼izR;sd iz”u ij 4 vad gSA½ 

     (Each question carries 4 marks.) 

iz”u Øekad 12%& eksckbZy QsUl esa ik;s tkus okys ewy rRoksa dh mi;ksfxrk dks lwphc/n 
dhft,\ 

List the asability of basic elements available in mobile phones? 
vFkok ¼OR½ 

  eksckbZy QksUl ds xq.kksa dks lwphc/n dhft, \ 
List the advantage of mobile phones ? 
 

iz”u Øekad 13%& Policies vkSj Guidelines esa varj Li’V dhft,\  
Differetiate between policies of Guidilines? 

vFkok ¼OR½ 
  TRAI  vkSj Rules esa rqyuk dhft,\  

Compare the Rules and Regulation of TRAI? 
 

iz”u Øekad 14%& fdUgha pkj VsyhQksu f”k’Vkpkj dk o.kZu dhft,A 

Describe any four telephone Etiequeltes. 
vFkok ¼OR½ 

  VsyhQksu ckrphr ds nkSjku D;k D;k djuk pkfg,] fdUgha pkj fcUnqvksa dk 
o.kZu dhft,A 

   
 
iz”u Øekad 15 %& MTD iz.kkyh dks le>kb,A 

Explain  the MTD system.? 

vFkok ¼OR½ 
  YTD iz.kkyh dks le>kb, \ 
  Explain the YTD system. 
 
iz”u Øekad 16 %& USPC dk o.kZu dhft,\ 

Describe USPC? 

vFkok ¼OR½ 
  USPC dks izeksV djus dh j.kuhfr;ksa dk o.kZu dhft,\ 
  Describe the stretegiy do promot the USPC? 



 
 
iz”u Øekad 17 %& VsyhdkWe xzkgd ds izdkjksa dks iznf”kZr dhft,A 
  Represents the type of Telecom customer? 

vFkok ¼OR½ 
xzkgd dh tkudkjh ,d= djus ds izdkjska dks iznf”kZr dhft,\ 

  Represents the types of collecting customers ingormation? 
 
 
 
iz”u Øekad 18 %& Neotiation process esa “kkfey fcUnqvksa dks fyf[k,A 
  Write the point innvoved in negotiation process? 

vFkok ¼OR½ 
Negotiation skill dh mi;ksfxrk fyf[k, \ 

  Write the usability of Negotiation skill?  
 
 
 

[k.M ¼b½ Part – E 

nh?kZmÙkjh; iz”u gS 
Long Answer Question 
¼izR;sd iz”u ij 5 vad gSA½ 

     (Each question carries 5 marks.) 
 

iz”u Øekad 19 %& Android Os ds fdUgha ikap laLdj.k dk fo”ys’k.k dhft,\ 
  Analize any five version of Android Os? 
 

vFkok ¼OR½ 
Symbion Os ds fdUgha ikap laLdj.k dks fo”ys’k.k dhft,\ 

  Analize any five version of symbion Os? 
 
 
iz”u Øekad 20 %& Call Handling Report esa “kkfey fcUnqvksa dk o.kZu dhft,A 
  Describe the points involved in Call Handling Report? 

vFkok/OR 

  Call Quality Scores dk o.kZu dhft,A 
  Describe the Call Quality Scores? 
 

 
iz”u Øekad 21 %& erHksnksas dks nwj djus ds dksbZ ikap mik; crkb, ftldk vki leFkZu 

djrs gSa\ 
List any five ways to solve the conflict on which of are agree ? 

vFkok/OR 

  erHksn ds fdUgh ikap izdkjksa dk rqyuk dhft,A 
Compare any five types of Conflict. 
 
 



iz”u Øekad 22 %& lfØ; Jo.k dks izHkkfor djus okys ikap dkjdksa dk o.kZu dhft,A 
  Describe five factors attecting active listening? 

vFkok@OR 
lfØ;k Jo.k ds Lrjksa dk o.kZu dhft,\ 
Describe stages of active listening? 

 
iz”u Øekad 23 %& Brand visibility dks izHkkfor djus okys dkjdksa dks le>kb,\  
  Explain the factors attecting Brand uisibility ? 

vFkok@OR 
Brand visibility fofHkUu Lrjksa dks le>kb, \ 
Explain the stages by Brand visibility? 

 
 

[k.M ¼d½ Part – K 

nh?kZmÙkjh; iz”u & ¼izR;sd iz”u ij 6 vad gSA½ 

Long Answer Question – (Each question carries on 6 mark.) 
   

iz”u Øekad 24 %& nwjlapkj ds fdUgh N% izHkkxksa vkSj muls lacaf/kr xfrfof/k;ksa dk mYys[k 
dhft,\ 
Mention any six division of Telecon and their Activity ? 

vFkok@OR 
SLA ds fofHkUuk izdkjksa dk mYys[k dhft;s\ 
Mention different types of SLA? 

 
iz”u Øekad 25 %& Escalation matrics D;k gSA blds fijkfeM dks le>kb,\ 

What isn Escalation matrics? Explain its pyramid? 
vFkok@OR 

Report Analysis D;k gS\ Swot Analysis dks le>kb, gS %& 
  What is report Analysis Explain swot Analysis 
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fo’k; & VsyhdE;qfuds”ku       fo’k; dksM & 957 
Suject - Telecommunication       Suject Code - 957  
le; & 03 ?k.Vs        iw.kkZad & 100 
Time – 3 Hours        Maximum Marks – 100 
 

funsZ”k % ¼i½ lHkh iz”u vfuok;Z gSA 
All Questions are compulsory. 

¼ii½ iz”u Ø- 1 esa nks [k.M gS& ¼v½ cgqfodYih; iz”u  rFkk ¼c½ fjDr LFkkuksa dh 
iwfrZ dhft,A  
Question No. 1 contain two parts (A) Multiple Choice questions and  
(B) Fill in the Blanks 

¼iii½ iz”u & i= N% [k.Mksa esa foHkkftr gSA 
Question paper is divided in six parts.  

¼iv½ iz”u & i= esa dqy 25 iz”u gSA 
  In question paper total nos. of question are 25  

 

[k.M ¼v½ Part – A 

¼izR;sd iz”u 01 vad dk gS½ 

(Each question carries 2 marks.) 

iz”u Øekad 01 ¼v½ cgqoSdfYid iz”u Multiple choice question 

fuEu esa ls lgh fodYi pqudj fyf[k, % 

 (A) Select the correct option from the following and write it 

 ¼i½ lapkj dh izfØ;k esa “kkfey ugh gSa %& 

 ¼v½ isz’kd    ¼c½ izkIrdÙkkZ 

¼l½ ek/;e    ¼n½ “kksj 

Which is not a part of Communication process  :- 

(a) Sender    (b) Receiver 

(c) Medium    (d) Noise 

¼ii½ YTD dk iw.kZ :Ik gS %& 

 ¼v½ Year till Date   ¼c½ Year to Date 

¼l½ Year the Date    ¼n½ dksbZ ugha 

 



Full from of YTD  :- 

(a) Year till Date   (b) Year to Date  

(c) Year the Date   (d) None of these 

¼iii½ VsyhdkWEk lsDVj esa xzkgd ds izdkj gS %& 

 ¼v½ izhisM xzkgd   ¼c½ iksLisM xzkgd 

¼l½ fQDlM xzkgd    ¼n½ lHkh 

Types of customer in Telecom sector :- 

(a) Prepaid customer   (b) Post paid customer 

(c) Fixed prepaid   (d) All 

¼iv½ miHkksDrk ds ,VhV~;wM esa “kfey gS & 

 ¼v½ O;ogkj    ¼c½ Hkkouk,¡ 

¼l½ fo”okl    ¼n½ lHkh 

Parts of the Consumer attitude :- 

(a) Behavier    (b) Feelings 

(c) Belifs    (d) All 

 ¼v½ lQye lkSnsckth essa “kkfey gS %& 
 ¼v½ rS;kjh    ¼c½ lwpuk dk vknku &iznku 

¼l½ iw.kZ djuk    ¼n½ lHkh 

Succfull – Negotitation invalves :- 

(a) Prepration    (b) Exchange the information 

(c) Closing    (d) All 
 

 iz”u &1 ¼c½ fjDr LFkkuksa dh iwfrZ dhft, %&  
  (B) Fill in the Blanks :- 

1- lapkj --------------------------------------------- lk>k djus dh nks rjQk izfØ;k gSA 
In Communication----------------------------------------- sharing in two way process. 
 2- MTU dk iw.kZ :Ik  Mounth TO-------------------------------------------- gSA 
Full from of MTD is mounth To------------------------------------------------ 
 
3- leL;k dks -------------------------------------djus ds fy, VheodZ esa o`f/n djrs gSA 
Escalation team work to ------------------------------------------ the problem 
4- ,d LoLF; -------------------------------vkSj----------------------------laaca/k ckrphr dh enn ls cuk;k tkrk gSA 
Healthy ----------------------------and   ------------- ---Relationship can be built the help of negotitaion.  
 5-------------------------vkSj-----------------------------la?k’kksZ dk Vhe ds izn”kZu ij udjkRed izHkko iM+rk gSA In 
------- ---------------and-------------Conflicts have Negative effeeeeeect of team performance. 



 
[k.M ¼c½ Part – B 

y?kqmÙkjh; iz”u gS 

short Answer Question 

¼izR;sd iz”u 02 vad dk gS½ 

(Each question carries 2 marks.) 

iz”u Øekad 2%& izfrfØ;k D;k gSa\ 
 What is feedback. 

iz”u Øekad 3%& fyf[kr lapkj dks ifjHkkf’kr djsa\ 
Define the written Communication. 

 
iz”u Øekad 4%& dkWy & ekWfuVfjax ls D;k rkRi;Z gSa\ 

What is Call Monitaring? 
 

iz”u Øekad 5%& izkslsl dkWuf¶YkDV ¼izfØ;k la?k’kZ½ D;k gSa\ 
What is process Conflict\ 
 

iz”u Øekad 6 %& ** Hkkouk,¡ ¼Qhfyax½ dk D;k rkRi;Z gSa \ 
What is the meaning of feeling. 
 

[k.M ¼l½ Part – C 

y?kqmÙkjh; iz”u gS 
short Answer Question 
¼izR;sd iz”u ij 3 vad gSA½ 
 (Each question carries 3 marks.) 

iz”u Øekad 7 %& ,aMªkbM Os ds fdUgha rhu otZu vkSj muds QhplZ  fyf[k,\ 
Write down any 3  Andraid versions and thiey features? 
 

iz”u Øekad 8 %& fylfuax dh izfØ;k dks le>kb;s \ 
  Explain the Listening process? 
 
iz”u Øekad 9 %& czkaM & n`”;rk c<+kus ds D;k ykHk gksrs gSa\ 

What are the advantages of incrasing Brand Visibility? 
 

iz”u Øekad 10 %& fjiksZV ekWfuVfjax D;k gksrk gS\ 
What is Repart Monitring 

 

iz”u Øekad 11 %& erHksnksa ds fdUgha 3 dkj.kksa dh lwph cukb;s \ 

List any three main causes of conflicts? 
 
 
 
 
 
 



[k.M ¼n½ Part – D 

y?kqmÙkjh; iz”u gS 
short Answer Question 
¼izR;sd iz”u ij 4 vad gSA½ 

     (Each question carries 4 marks.) 

iz”u Øekad 12%& SLA ¼lfoZl yhxy ,xzhesaV½ ds 4 ?kVd D;k gS\ 
What arethe 4 different component of  SLA? 

vFkok ¼OR½ 
  SLA ds 4 izdkjksa ds le>kb;s \ 

Define 4 Types of SLA ? 
 

iz”u Øekad 13%& xzkgd dh lsok ls lacaf/kr fdUgha 4 vko”drkvksa ds fyf[k,\  
Write any 4 service Related needs of Customer? 

vFkok ¼OR½ 
  csfld eksckbZy Qksu ls “kfey 4 Qhpj fyf[k;s\  

Write any 4 feature of Basice Mobile phone? 
 

iz”u Øekad 14%& dksbZ 4 f”k’Vkpkj fyf[k;s ftUgsa vki ?kj ij iznf”kZr djssaxsA 

Write down any 4 efiuettes that you need demonstrate home 
vFkok ¼OR½ 

  vkWfQl esa iznf”kZr djus okys dksbZ 4 f”k’Vkpkj crkb;sA 
  Write any 4 etiuettes for demonstrate at office 
 
iz”u Øekad 15 %& ;wfud lsfyax ikbaV ds 4 pj.k fyf[k;sA 

Write any 4 Steps for uniqe selling point? 

vFkok ¼OR½ 
  USP ds izpkj dh dksbZ 4 j.kuhfr;k¡ fyf[k;s\ 
  Write down any 4 stratigles of USP promotion 
 
 
iz”u Øekad 16 %& MTD dks mnkgj.k lfgr le>kb;s\ 

Explain MTD with Example? 

vFkok ¼OR½ 
  YTD dks mnkgj.k lfgr le>kb;s\ 
  Explain YTD with Example 
 
 
iz”u Øekad 17 %& vkt nwjlapkj cktkj esa xzkgdksa ds izdkj le>kb;sA 
  Explain the type of customers in today telecom market? 

vFkok ¼OR½ 
SWOT fo”ys’k.k dks le>kb;s\ 

  Explain SWOT Analysis? 
 



 
 
iz”u Øekad 18 %& lkewfgd vkarfjd erHksn vkSj lewg ckgjh erHksn esa varj Li’V djsaA 
  Diffrentiate between intergroup and intergroup coflict? 

vFkok ¼OR½ 
fo”okl vkSj O;ogkj dh rqyuk djsa\ 

  Compare Belif and Behavier?  
 
 

[k.M ¼b½ Part – E 

nh?kZmÙkjh; iz”u gS 
Long Answer Question 
¼izR;sd iz”u ij 5 vad gSA½ 

     (Each question carries 5 marks.) 

iz”u Øekad 19 %&jftLVho Vp &LØhe dks foLrkj iwoZd le>kb;s\ 
  Explain Brifly about Resistive Touch - Screen? 
 

vFkok ¼OR½ 
dSisfLVo Vp LØhu dks foLrkj iwoZd le>kb;s\ 

  Brifly Explain  Capactive Toch- Screen? 
 
 
iz”u Øekad 20 %&izstsUVs”ku LykbV dh rS;kjh dSls djrs gSaA 
  How to prepare Presentaion Slids? 

vFkok/OR 

  LykbM izstsUVs”ku dSls cuk;k tkrk gSA 
  How to make slide Presentation? 
 

 
iz”u Øekad 21 %& czkaM &n`”;rk dk izHkkfor djus okys 5 dkjd fyf[k;s\ 

Write down 5 facter that influence Brand visibility ? 
vFkok/OR 

  czkaM &n`”;rk dks c<+kus ds fy;s dksbZ 5 rjhds fyf[k;s\ 
Describe any 5 way of improving Brand visibility. 
 
 

iz”u Øekad 22 %& ,LDys”ku ekSfVªDl dks foLrkj ls le>kb;sssss ssss\ 
  Explain Brifly about escalation matrice 

vFkok@OR 
fjiksVZ fo”ys’k.k dks foLrkj ls le>kb;s\ 
Brifly Explain  Repart Analysis? 

 
iz”u Øekad 23 %& ,d lQy okrkZdkj cuus ds fy;s vko”;d dkS”ky dk o.kZu djsaA  
  Decribe the 5 skill  Required to become a sucessefull Negotitar ? 

vFkok@OR 
erHksnksa dks nwj djus ds rjhdksa dks le>kb;s \ 
Explain the difference 5 styles of conflict Resolution? 



 
 

[k.M ¼d½ Part – K 

nh?kZmÙkjh; iz”u & ¼izR;sd iz”u ij 6 vad gSA½ 

Long Answer Question – (Each question carries on 6 mark.) 
   

iz”u Øekad 24 %& eksckbZy Qksu ds fofHkUu Qk;nksa dks le>kb;s\ 
Explain different advantages of mobile phone ? 

vFkok@OR 
fuEu dk o.kZu dhft;s %& 
¼i½ VkWi & vi 
¼ii½ Lis”ky VSfjQ okÅpj 
¼iii½ lans”k ;qfDrdj.k 
¼iv½ eksckbZy baVjusV 
¼v½ vkWuykbZu eksckby fjpktZ 
¼vi½ MkVk Iyku 
Explain Brifly :- 

¼i½ Top- up  
¼ii½ Special Traiff Vocher 
¼iii½ SMS  
¼iv½ Mobile internet 
¼v½ Online mobile Recharge 

¼vi½ Data plan 

 
iz”u Øekad 25 %& ,ojst gS.My Vkbe dks foLrkj iwoZd le>kb,\ 

Brifly Explain Avrage Handle time? 
vFkok@OR 

,Loys”ku izfØ;k esa dkSu lh xfrfof/k;k¡ “kfey gS foLrkjiwoZd le>kb;s\ 
  Explain Brifly Different Activities in escalation process? 
 
 
 
 
 


