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General  Instructions :

1. Candidate must write his/her Roll Number on the first page of the Question
Paper.

2. Please check the Question Paper to verify that the total pages and total
number of questions contained in the Question Paper are the same as those
printed on the top of the first page. Also check to see that the questions are
in sequential order.

3. For the objective type of questions, you have to choose any one of the four
alternatives given in the question, i.e., (A), (B), (C) or (D) and indicate your
correct answer in the Answer-Book given to you.

4. Making any identification mark in the Answer-Book or writing Roll Number
anywhere other than the specified places will lead to disqualification of the
candidate.

5. Answers for all questions, including Matching, True or False, Fill in the Blanks,
etc., are to be given in the Answer-Book only.

6. Write your Question Paper Code No. 69/SS/ACV/A, Set u on the Answer-Book.

Roll No.

AZwH«$‘m§H$
Code No.

H$moS> Z§0

Set/goQ>
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gm‘mÝ¶ AZwXoe :

1. narjmWu àíZ-nÌ Ho$ nhbo n¥ð> na AnZm AZwH«$‘m§H$ Adí¶ {bI|&

2. H¥$n¶m àíZ-nÌ H$mo Om±M b| {H$ àíZ-nÌ Ho$ Hw$b n¥ð>m| VWm àíZm| H$s CVZr hr g§»¶m h¡ {OVZr àW‘ n¥ð> Ho$ g~go
D$na N>nr h¡& Bg ~mV H$s Om±M ^r H$a b| {H$ àíZ H«${‘H$ ê$n ‘| h¢&

3. dñVw{Zð> àíZm| Ho$ {bE AmnH$mo àíZ Ho$ (A), (B), (C) AWdm (D) Mmam| {dH$ënm| ‘| go H$moB© EH$ ghr CÎma MwZZm
h¡ VWm AnZo ghr CÎma H$mo AmnH$mo CÎma-nwpñVH$m ‘| {bIZm h¡&

4. CÎma-nwpñVH$m ‘| nhMmZ-{M• ~ZmZo AWdm {Z{X©ï> ñWmZm| Ho$ A{V[aº$ H$ht ̂ r AZwH«$‘m§H$ {bIZo na narjmWu H$mo
A¶mo½¶ R>ham¶m OmEJm&

5. {‘bmZ H$aZm, ghr AWdm µJbV, [aº$ ñWmZ ^aZm, Am{X g{hV g^r àíZm| Ho$ CÎma, CÎma-nwpñVH$m ‘| hr {bI|&

6. AnZr CÎma-nwpñVH$m na àíZ-nÌ H$m H$moS> Z§0 69/SS/ACV/A, goQ u {bI|&
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CUSTOMER RELATIONSHIP MANAGEMENT (CRM) DOMESTIC VOICE

J«mhH$ g§~§Y à~§Y (CRM) S>mo‘opñQ>H$ dm°Bg
(661)

Time : 1½ Hours ] [ Maximum Marks : 30

g‘¶ … 1½ KÊQ>o ] [ nyUmªH$ … 30

Note  : (i) All questions are compulsory.

(ii) Marks are given against each question.

(iii) Question Nos. 1 to 6 are Multiple-choice Questions. Choose the correct
alternative from (A), (B), (C) and (D) and write it in the Answer-Book.

{ZX}e … (i) g^r àíZ A{Zdm¶© h¢&

(ii) àË¶oH$ àíZ Ho$ gm‘Zo CgHo$ A§H$ Xem©E JE h¢&

(iii) àíZ g§»¶m 1 go 6 VH$ ~hþ{dH$ënr¶ àíZ h¢& {dH$ënm| (A), (B), (C) Ed§ (D) ‘o§ go ghr {dH$ën
MwZH$a CÎma-nwpñVH$m ‘| {bI|&

Choose the correct answer : ½×6=3

ghr CÎma Mw{ZE :

1. Which is referred to growth pattern with respect to a single department/
process in the BPO industry?

(A) Domestic business process outsourcing

(B) Horizontal growth

(C) Transaction processing

(D) Vertical growth

(1) Answers of all questions are to be given in the Answer-Book given to you.

g^r àíZm| Ho$ CÎma AmnH$mo Xr JB© CÎma-nwpñVH$m ‘| hr {bI|&
(2) 15 minutes time has been allotted to read this question paper. The question

paper will be distributed at 2:15 p.m. From 2:15 p.m. to 2:30 p.m., the
students will read the question paper only and will not write any answer on
the Answer-Book during this period.

Bg àíZ-nÌ H$mo n‹T>Zo Ho$ {bE 15 {‘ZQ> H$m g‘¶ {X¶m J¶m h¡& àíZ-nÌ H$m {dVaU Xmonha ‘|
2:15 ~Oo {H$¶m OmEJm& 2:15 ~Oo go 2:30 ~Oo VH$ N>mÌ Ho$db àíZ-nÌ H$mo n‹T>|Jo Am¡a Bg Ad{Y
Ho$ Xm¡amZ do CÎma-nwpñVH$m na H$moB© CÎma Zht {bI|Jo&
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~r0 nr0 Amo0 CÚmoJ ‘| {H$gr EH$ {d^mJ/à{H«$¶m Ho$ g§~§Y ‘| {dH$mg n¡Q>Z© (ñdê$n) Ho$ ê$n ‘| {H$go
g§X{^©V {H$¶m OmVm h¡?

(A) Kaoby ì¶mnma à{H«$¶m AmCQ>gmo{gªJ (B) j¡{VO {dH$mg

(C) boZXoZ àg§ñH$aU (D) D$Üdm©Ya {dH$mg

2. Which is a process where one sets out to convey a message to another
person through the medium of words, gestures or pictures?

(A) Response (B) Communication

(C) Decision making (D) Time management

dh H$m¡Z-gr à{H«$¶m h¡ {Og‘| H$moB© ì¶{º$ eãXm|, Bemam| ¶m {MÌm| Ho$ ‘mÜ¶‘ go {H$gr AÝ¶ ì¶{º$ H$mo
g§Xoe XoZo H$m à¶mg H$aVm h¡?

(A) à{V{H«$¶m (B) g§Mma

(C) {ZU©¶ boZm (D) g‘¶ à~§YZ

3. In which of the following does the speaker apply the rhythm, syntax and
phonemes of his native tongue, and therefore may not be very clear to the
listener?

(A) Content words (B) First language influence

(C) Regional influence (D) Voice modulation

{ZåZ{b{IV ‘| go {H$g‘| dº$m AnZr ‘mV¥^mfm H$s b¶, dm³¶-{dÝ¶mg Am¡a Üd{Z H$m à¶moJ H$aVm
h¡ Am¡a Bg{bE lmoVm Ho$ {bE ¶h ~hþV ñnï> Zht hmo gH$Vm h¡?

(A) {df¶-dñVw eãX (B) àW‘ ^mfm à^md

(C) joÌr¶ à^md (D) AmdmµO ‘| CVma-M‹T>md

4. What is the most important component of a sentence?

(A) Preposition (B) Adjective

(C) Pronoun (D) Verb

dm³¶ H$m g~go ‘hÎdnyU© KQ>H$ ³¶m h¡?

(A) nyd©gJ© (B) {deofU

(C) gd©Zm‘ (D) {H«$¶m
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5. _____ customers are difficult to convince as they are spontaneous.

(A) Wandering (B) Impulsive

(C) Angry (D) Loyal

_____ J«mhH$m| H$mo ‘ZmZm H${R>Z hmoVm h¡ ³¶m|{H$ do ghO hmoVo h¢&

(A) ^Q>H$Zo dmbo (B) AmdoJerb

(C) H«$mo{YV (D) d’$mXma

6. _____ refers to the way you deal with your time as to how you organize
and plan the time you wish to spend on specific acitivies.

(A) Life balance (B) Engage socially

(C) Time management (D) Healthy lifestyle

_____ go VmËn¶© AmnHo$ g‘¶ Ho$ gmW ì¶dhma H$aZo Ho$ VarHo$ go h¡ AWm©V² Amn Cg g‘¶ H$mo H¡$go
ì¶dpñWV Am¡a {Z¶mo{OV H$aVo h¢ {Ogo Amn {d{eï> J{V{d{Y¶m| na IM© H$aZm MmhVo h¢&

(A) OrdZ ‘| g§VwbZ (B) gm‘m{OH$ Ow‹S>md

(C) g‘¶ à~§YZ (D) ñdñW OrdZ-e¡br

7. State any two important roles a leader must play. 1

H$moB© Xmo ‘hÎdnyU© ^y{‘H$mE± ~VmBE Omo EH$ ZoVm H$mo {Z^mZr Mm{hE&

8. Mention any three types of pronouns. 1

gd©Zm‘ Ho$ H$moB© VrZ àH$ma ~VmBE&

9. Which is the most commonly used input device? 1

g~go A{YH$ à¶moJ {H$¶m OmZo dmbm BZ²nwQ> {S>dmBg H$m¡Z-gm h¡?

10. Name any two external devices. 1

{H$Ýht Xmo ~mhar CnH$aUm| Ho$ Zm‘ ~VmBE&
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11. Write down two elements of effective presentation. 1

à^mdr àñVw{V Ho$ Xm o VÎd {b{IE&

12. What is a search engine? 1

gM© B§OZ ³¶m h¡?

13. Explain voice modulation. 1

AmdmµO ‘| CVma-M‹T>md (dm°Bg ‘m°S>çyyboeZ) H$s ì¶m»¶m H$s{OE&

14. Briefly explain the term ‘gender sensitization’. 1

"qbJ g§doXrH$aU' eãX H$m g§jon ‘| dU©Z H$s{OE&

15. Write down any two key barriers of listening. 2

gwZZo ‘| AmZo dmbr H$moB© Xmo à‘wI ~mYmAmo| H$mo {b{IE&

16. Explain how grooming plays a role in developing a personality. 2

Ab§H$aU ì¶{º$Ëd Ho$ {dH$mg ‘| {H$g àH$ma ^y{‘H$m {Z^mVm h¡? ì¶m»¶m H$s{OE&

17. Write down the ways to treat your customers and their queries effectively. 2

AnZo J«mhH$mo| Am¡a CZHo$ àíZmo| go à^mdr T>§J go {ZnQ>Zo Ho$ VarHo$ {b{IE&

18. Explain the types of primary memory. 2

àmW{‘H$ ‘o‘moar Ho$ àH$mam| H$s ì¶m»¶m H$s{OE&

19. What are four applications of the Internet? 2

B§Q>aZoQ> Ho$ Mma AZwà¶moJ ³¶m h¢?

20. Write the steps to send message via email. 2

B©‘ob Ho$ ‘mÜ¶‘ go g§Xoe ^oOZo Ho$ MaU {b{IE&
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21. Cyber attackers use numerous software and codes in cyberspace to commit
cyber crime. Malwares are used for exploiting the weaknesses. Hacking is a
common way of piercing the defenses of protected computer systems and
interfering with their functioning.

(a) What title can be given for the above paragraph? ½

(b) Malware is a software. Is it True or False? ½

(c) Write any one safe method to make the digital device safe from cyber
attackers. 1

(d) Other than hacking, name any two cyber crimes. 1

gmB~a h‘bmda gmB~a AnamY H$aZo Ho$ {bE gmB~añnog ‘| H$B© gm°âQ>do¶a Am¡a H$moS> H$m BñVo‘mb
H$aVo h¢& H$‘Omo[a¶m| H$m ’$m¶Xm CR>mZo Ho$ {bE ‘¡bdo¶a H$m BñVo‘mb {H$¶m OmVm h¡& h¡qH$J gwa{jV
H§$ß¶yQ>a {gñQ>‘ H$s gwajm H$mo ^oXZo Am¡a CZHo$ H$m‘H$mO ‘| hñVjon H$aZo H$m EH$ Am‘ VarH$m h¡&

(H$) Cnamoº$ n¡amJ«m’$ Ho$ {bE ³¶m erf©H$ {X¶m Om gH$Vm h¡?

(I) ‘¡bdo¶a EH$ gm°âQ>do¶a h¡& ¶h ghr h¡ ¶m JbV?

(J) {S>{OQ>b {S>dmBg H$mo gmB~a h‘bmdam| go ~MmZo Ho$ {bE H$moB© EH$ gwa{jV VarH$m {b{IE&

(K) h¡qH$J Ho$ Abmdm {H$Ýht Xmo gmB~a AnamYm| Ho$ Zm‘ {b{IE&

22. Answer the following questions on the paragraph given below :

In today’s society, communication is vital for maintaining a safe and
productive environment. Communication is also an important factor in
employee and client relationships, team building and effective work
productivity. Having good communication can be a positive asset to an
organization or team. Whether it be a healthcare setting or corporate
setting, good communication is the key to having successful outcomes.
There are positive as well as negative aspects that involve communication.
Barriers, negative aspects, tend to cause friction within an organization or
between people. Ideally, positive outcomes are the goals when it is related
to communication.

(a) What is the need of the hour in today’s society? 1

(b) Write another word for ‘vital’. 1

(c) Give one example of safe environment for women. 1

(d) Write any two adjectives from the paragraph. 1



ZrMo {XE JE AZwÀN>oX Ho$ àíZm| Ho$ CÎma Xr{OE :

AmO Ho$ g‘mO ‘|, gwa{jV Am¡a CËnmXH$ dmVmdaU ~ZmE aIZo Ho$ {bE g§Mma ‘hÎdnyU© h¡& g§Mma
H$‘©Mmar Am¡a J«mhH$ g§~§Ym|, Q>r‘ {Z‘m©U Am¡a à^mdr H$m¶© CËnmXH$Vm ‘| ^r EH$ ‘hÎdnyU© H$maH$ h¡&
AÀN>m g§Mma {H$gr g§JR>Z ¶m Q>r‘ Ho$ {bE gH$mamË‘H$ g§n{Îm hmo gH$Vm h¡& Mmho dh ñdmñÏ¶ godm
goqQ>J hmo ¶m H$m°nm}aoQ> goqQ>>J, AÀN>m g§Mma g’$b n[aUm‘ nmZo H$s Hw§$Or h¡& g§Mma ‘| gH$mamË‘H$ Am¡a
ZH$mamË‘H$ XmoZm| nhby em{‘b h¢& ~mYmE±, ZH$mamË‘H$ nhby, g§JR>Z Ho$ ^rVa ¶m bmoJm| Ho$ ~rM ‘Z‘wQ>md
n¡Xm H$aVr h¢& AmXe© ê$n go, gH$mamË‘H$ n[aUm‘ hr bú¶ hmoVo h¢ O~ ¶h g§Mma go g§~§{YV hmo&

(H$) AmO Ho$ g‘¶ ‘| g‘mO H$s ³¶m Amdí¶H$Vm h¡?

(I) "‘hÎdnyU©' Ho$ {bE EH$ Am¡a eãX {b{IE&

(J) ‘{hbmAm| Ho$ {bE gwa{jV dmVmdaU H$m EH$ CXmhaU Xs{OE&

(K) AZwÀN>oX ‘| go H$moB© Xmo {deofU {b{IE&


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