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fader : (1) | e Srfvard © |
All Questions are compulsory.
(i) ged . 1 H 3T WUS T— (31) FgAbdT UeA  JAT (@) Raad W=l o
qfcd BT |

Question No. 1 contain two parts (A) Multiple Choice questions and
(B) Fill in the Blanks

(iil) g — oo ©: @oer ¥ fauarfog 2|
Question paper is divided in six parts.
(iv) e — o § q 25 U B

In question paper total nos. of question are 25

Yug (31) Part— A
UADS T 01 3fh T B)

(Each question carries 2 marks.)

U2 hHID 01 (31) ggdebiodds YT Multiple choice question
1§ 9 98 fAaen ?_:155?1%]@(':

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

() ured & ufafshar # wnfie 78 € —

(31) ST (@) SR &I <A

() Prarel (%) aHfiexor
Which is nor involved is feedback of customer :-

(a) Follow up (b) Not Answer

(c) Act (d) Categorise

(i) fore1 # B9 a1 Qe AT BT SR T8 2 -

(&) BEgD (q) edrex
(&) St (<) aret te



Which is not Example of social media :-

(a) Facebook (b) Twitter
(c) E- mail (d) Wall paint
(i) PYCHR IS H AT FR THd § i—
(31) UTEP BT URTA Ul (@) UTED BT S—HA
SIEEERE (®) By &I
Which can added in customer L.D. :-
(a) Postel Address of customer (b) E-mail of customer
(c) a & b both (d) None of these
(iv) 91 % ¥ B9 AT Conflit T TSR T8l & —
SIECAEREE (@) g
(w) e (3) gfetT
Which of the following is not a type of conflict :-
(a) Interpersonal (b) Intrapersonal
(c) Process (d) Bulling

(v) PR TCIgge H ufHe T 8 —

(ar) fafora (@) wifeird

() faefaar () Piftetae
Consumer Attitude may not have :-

(a) Belief (b) Feelings

(c) Behaviors (d) Conlifts

ged —1 (d@) Raa ==l &1 gfd IS —

(B) Fill in the Blanks :-
1. Thefl v R a9 a1 AT AT AHRIAD & FhdT & |
“ Belief Can be Either or negative towards on object.
2. JAIHTD AANE BT 31 QT o & 99 7AW 9 T |

Interpesonal Conflits rejeres to a Conflict a between two



3. TTodh <S8 98 F9Y AT 2 O Th T T P AT 91 DA 2 |

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

4. FIAROT fHell UG T FAT B o I € |

Feature are that your product of service has.

5. §aR H Ud Uffohdl BT 2| Tafd AT UfAfshar urea ovar 2 |
In Communication one is feedback white after is receiving feedback.

EUg (9) Part—B

rfaergsaNg U

Very short Answer Question

(UADS T 02 3fH HT B)

(Each question carries 2 marks.)

U9 hH[b 2i— FAN T 87
What is Comminication.
U9 $hYih 3i— Ffhd S T &7
What is Active usteming.

U HHIDB 4— UTedh g Jda T 87
What is customer Relationship management.

U9 PHHIB 5:— BRI W B dTdd AIWS Bl AT & PBIs ol deld {oIRgu?

Write two stretegiy to handle confliet of workpalce ?

U9 BHIP 6 — UTEDH YAAT Bl TRITRT HIFTU ?

Degine the customer Attitude.

g () Part— C

TSI T 7

short Answer Question
AP U W 3 3P T )

(Each question carries 3 marks.)

Ue HHID 7 — HGIsdd BIF & guRomd faRag?

Write the Disadvantange of Mobile phones?

U9 PHHIP 8 — UG B bl gRATAT BHIfvTu ?

Degine presentation Skill?

Ue HHIP 9 — Udh IAIE & SHEC (980! dhAld A T T FHId 22

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




Ueq Al 10 ‘— Repeat call | BIF dTel A bl foTREy |

Write the draw book of Repeat call?

Ueq HHIB 11 — AIHG DI JAIAT B dTel fdheal dF HRBI b Al g918Y ?

List any three factor affecting conflict?

WU (§) Part—D

TSI U9 &
short Answer Question

AP U W 4 3P T )
(Each question carries 4 marks.)

ged HHID 12— AdIgd B4 H YR S drel HA dcal bl ST Bl Felaes
BHITY?
List the asability of basic elements available in mobile phones?
31eraT (oR)

AS BT & 01 B FAGES BTy ?

List the advantage of mobile phones ?

U3 HHIDG 13— Policies 3R Guidelines # IR T HIfTU?
Differetiate between policies of Guidilines?
31eraT (oR)

TRAI 3R Rules H el HITSTT?
Compare the Rules and Regulation of TRAI?

U9 HHIB 14— [Pl IR SABIH RBre=rR &1 goiF HIvTU |

Describe any four telephone Etiequeltes.
372far (oR)
B dIadid @ QRN 1 1 HRAT ANy, fhgl IR fdwgeil @
ol SR |

U9 hHIb 15 — MTD UOTTell bl FHSILU |

Explain the MTD system.?

31eraT (oR)
YTD YTl T WHSISU ?
Explain the YTD system.
U9 b 16 — USPC T guid BHITU?
Describe USPC?

31eraT (oR)
USPC &1 JHIC &R Pl UM BT quie DIToTg?
Describe the stretegiy do promot the USPC?



Uq HHIB 17 — <lbH TIEH & YBRI Bl gaiRia HIfu |
Represents the type of Telecom customer?
31eraT (oR)
UTEH I SITHBRI Tha B & BRI bl TaRid HIfore?

Represents the types of collecting customers ingormation?

U3 hHID 18 — Neotiationprocessff 9T Iaﬂiﬁﬁ 31 forRau |

Write the point innvoved in negotiation process?
31rdT (oR)
Negotiation skill T IUITRTAT forlRay ?

Write the usability of Negotiation skill?

EUg (3) Part—E
FERRNE R R

Long Answer Question

(OA® TeH TR 5 3B B )

(Each question carries 5 marks.)

Ueq HHIDB 19 — Android Os & =gl Uid HWHIUT BT ety HIFY?
Analize any five version of Android Os?

31eraT (oR)
Symbion Os & fh=gl UTd A®ROT BT fAgeiyor HifvTu?

Analize any five version of symbion Os?

U9 SHId 20 — Call Handling Report § WTHS fd=gali &1 auid HIFTY |
Describe the points involved in Call Handling Report?
3ICT/OR
Call Quality Scores T qui W |

Describe the Call Quality Scores?

Ue AP 21 — AGWGl Bl G PRI D Dlg U IUY gAgy RSTABT M0 HHA
PRI §7
List any five ways to solve the conflict on which of are agree ?
3f2raT/OR
HAWG & bl Ul UBRI BT eIl HIoTg |

Compare any five types of Conflict.




U hHIB 22 — AlhT G0 BT YA B diel Uid HRBI BT gui BHIfoTy |

Describe five factors attecting active listening?
31741 / OR
AlHAT ST & FRI DT GO HITSTY?

Describe stages of active listening?

U3 hHIP 23 — Brand visibility DI THIAT BT dlel HRDI B AHSSY?
Explain the factors attecting Brand uisibility ?
317dT / OR
Brand visibility faf¥=T WRi BT FHSMZY ?
Explain the stages by Brand visibility?

GUs (P) Part—K
STERTRIT U — (TP U W 6 3P ¢ )

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

Ued HHID 24 — RAIR & b2l B Y9N AR S99 Hafdd Tfafafedy &1 oo
BITTY?
Mention any six division of Telecon and their Activity ?
31741 / OR
SLA @ =TT Rl BT Jeeikg BIFTI?
Mention different types of SLA?

U9 hHIb 25 — Escalation matrics T & | m foxTfrs &1 HHSIgU?
What isn Escalation matrics? Explain its pyramid?
31741 / OR
Report Analysis dIT 27 Swot Analysis B FHASMEY & —
What is report Analysis Explain swot Analysis



ureel geead — 11

PeTl 1241
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|HY — 03 HUC quries — 100
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fader : (1) | e Srfvard © |
All Questions are compulsory.
(i) ged . 1 H 3T WUS T— (31) FgAbdT UeA  JAT (@) Raad W=l o
qfcd BT |

Question No. 1 contain two parts (A) Multiple Choice questions and
(B) Fill in the Blanks

(iil) g — oo ©: @oer ¥ fauarfog 2|
Question paper is divided in six parts.
(iv) e — o § q 25 U B

In question paper total nos. of question are 25

Yug (31) Part— A
(UADS TeT 01 3fh T B)

(Each question carries 2 marks.)
U9 $hHIb 01 (37) a@’cﬁ%ﬂ_ﬁﬁ YR Multiple choice question
o # & 98 fawea g fafay
(A) Select the correct option from the following and write it

(i) HaR @ ufhar § i 78 § —

(37) Uv® CIRSSER]

(%) wmes () o
Which is not a part of Communication process :-

(a) Sender (b) Receiver

(c) Medium (d) Noise

(i) YTD &1 gof &7 8 —
(31) Year till Date (@) Year to Date

(d) Year the Date (?) DIy &I



Full from of YTD :-
(a) Year till Date (b) Year to Date

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

(iii) el Aaex H UEH & UPR & i—

(a1) WUs UTED (3) U UTED
@) aas UrED (@) |+t
Types of customer in Telecom sector :-
(a) Prepaid customer (b) Post paid customer
(c) Fixed prepaid (d) All
(iv) ST & Téiegs ¥ wfiier @ —
(37) =aBR (8) wra=md
(@) faeard (@) |+t
Parts of the Consumer attitude :-
(a) Behavier (b) Feelings
(c) Belifs (d) All
(v) A%e dlicaToll H e § —
(@) T (&) AT BT IS —U<T
(¥) of e (=) =
Succfull — Negotitation invalves :-
(a) Prepration (b) Exchange the information
(c) Closing (d) All

ged —1 (d@) Raa ==l &1 gfd SISy —

(B) Fill in the Blanks :-
(521 S ATST B DI QT ARGT UiHAT 3 |
In Communication sharing in two way process.
2. MTU &T 90T ®9 Mounth TO...ooocooooeeeeeeeee =
Full from of MTD is mounth To
3. FARIT BT o &A@ forg SHas # gfe wvd B
Escalation team work to the problem
4. QB TR oo <3| C O Y qIadid @ AGg § g™ Sl 7 |
Healthy -—-and  --------mmem- - Relationship can be built the help of negotitaion.
5o <3| SO HEYl B SH & UG W AHRIHS YA Uedl © | In

-and Conlflicts have Negative effeeeeeect of team performance.




g (4) Part— B

TSI U9 &
short Answer Question
(UA® U 02 3fH BT B)

(Each question carries 2 marks.)

U9 HhHTh 2i— Yfdfhar a1 g7
What is feedback.
U hHIh 3— fIRIT AR HI gRITNT By ?

Define the written Communication.

U HHID 4— DI — AMCRT A 37 qead 27?
What is Call Monitaring?

U3 HHIb 5— U diAderde (Ufshar ded) w®ir 87

What is process Conflict?

U3 HHIB 6 — AT (Bifei™) &1 Rr ared § 7
What is the meaning of feeling.

Yus (F) Part—C

TSI U9 &
short Answer Question
ERH T W 3 3P T )
(Each question carries 3 marks.)

g HHIb 7 — USISS Os P ool oI doid 3R SHd B forRag?

Write down any 3 Andraid versions and thiey features?

T b 8 — [T I Ulshal Bl AT ?

Explain the Listening process?

U HHIP 9 — i€ — GIIA g B FIT M B 27
What are the advantages of incrasing Brand Visibility?

g3 hHidb 10 — Rufe difveRT war gar 27

What is Repart Monitring
U AP 11— AaWal & el 3 RO & G 918 ?

List any three main causes of conflicts?




WUg (§) Part—D

TSI T 7

short Answer Question

TP YT W 4 3P T )
(Each question carries 4 marks.)

T3 HHId 12— SLA (OGN ofitad WfiHe) & 4 gcd @1 87
What arethe 4 different component of SLA?
31rdT (oR)
SLA & 4 BRI & FHSISY ?

Define 4 Types of SLA ?

U% D 13— UTED Bl ol | Faerd fbel 4 Mazeharsi & feIRay?
Write any 4 service Related needs of Customer?
31eraT (oR)
IR A B I Al 4 BieR ffed?

Write any 4 feature of Basice Mobile phone?

U9 hHIb 14— bis 4 Bremr fofRed = oMt ok w® ueh¥ia &3 |

Write down any 4 efiuettes that you need demonstrate home
31eraT (oR)
3T 3 UgRIA &= aTel i 4 RICER 9d18Y |

Write any 4 etiuettes for demonstrate at office

U HHID 15 — J(Tdb AT UIge & 4 =ROT ol |

Write any 4 Steps for unige selling point?

31eraT (oR)
USP & UOR &I BIs 4 Yorifadr forRay?

Write down any 4 stratigles of USP promotion

g% HHD 16 :— MTD DI S8R0 Hied HHASY?
Explain MTD with Example?

31erdT (oR)
YTD &I IETER0 Afed AHSSA?

Explain YTD with Example

e HHID 17 — 3N RAIR IoIR H YTEdh| & YHR FASTSY |
Explain the type of customers in today telecom market?
31eraT (oR)
SWOT fawelyoT &I FHemgy?

Explain SWOT Analysis?



geq HHIDB 18 — AW[ed dRH AdHe 3R FHE I8l AdHE H AR WL P |
Diffrentiate between intergroup and intergroup coflict?
31eraT (oR)
faeary iR @aER &I JaAT BR7

Compare Belif and Behavier?

EUsg (3) Part—E
ST UeT 2

Long Answer Question

TP U W 5 AP T )

(Each question carries 5 marks.)

geq HHIB 19 —INREIT T —BhIF B TR ddh AAsISI?
Explain Brifly about Resistive Touch - Screen?

31rdT (oR)
$HURET g WA &I IR qda a9smgd?

Brifly Explain Capactive Toch- Screen?

YT PHHIh 20 —UoIc[ Fllge B JIN) o B |

How to prepare Presentaion Slids?
3ICT/OR

S USI=eo| D g9 1T ST & |
How to make slide Presentation?

g% BB 21 — HI€ —gIAT BT YHIAd R dlel 5 BRD [Ty ?
Write down 5 facter that influence Brand visibility ?
3AAdT/OR

gie —geIAT Bl 931 & o) Blg 5 TId folRgy?

Describe any 5 way of improving Brand visibility.

U3 PHIP 22 — TG HifgRT BT fadR I au=msa?

Explain Brifly about escalation matrice
31741 / OR
RUIS fageivo o1 IR A AHsgA?

Brifly Explain Repart Analysis?

e HHID 23 — Udb Ahd AIABR 997 & ol 3Maeqd HIered HI qui B |
Decribe the 5 skill Required to become a sucessefull Negotitar ?

3ferar / OR
HANG] DI R B D DI Bl A ?

Explain the difference 5 styles of conflict Resolution?




WUE (F) Part— K

o C

TR U9 — (Ud U WR 6 3 T |)

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

U39 P 24 — A B & (A~ BRI BT FHSSA?

Explain different advantages of mobile phone ?
314 / OR

=1 &1 9viFe P —

(1) ST — 3™

(il) T R% AR

(iil) H<9 YfFADprol

(iv) AeTSeT Sexde

(v) 3ifFeregs Araga Rars

(Vi) STeT W
Explain Brifly :-

(i) Top-up

(i1) Special Traiff Vocher
(ii1) sSMs

(iv) Mobile internet

(V) Online mobile Recharge

(V1) Data plan

U HHIDB 25 — YRSl 2USd <IZH &l (IR Jddb FHgy?
Brifly Explain Avrage Handle time?
3ferar / OR
waeeE gfthar # oiF W1 Afafaftrt ofie g fRaryde awsmsa?

Explain Brifly Different Activities in escalation process?




