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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.

S. 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 [A] on the Answer-Book.

661/SS/ACV/A/710 ) IHI\III\II\II\II_II\II\\IIH|HII\I\IIHHIIIII\II\II\I\II\I [P.T.O.
Unnati Educations

9899436384, 9654279279



AT AT :
1. weefl Y- % T8 I8 W I AT 3w o |

2. FHUAT Y -TF I A o b - o B IBI AAT T hl Ia1 &1 T 2 a1 JoH I8 & 8
SR Th 2| 3@ oG hI A= off Bt foh ge shites w9 H #)

3. a8 g & fTu et 9w % (A), (B), (C) 31¥€T (D) =W fashedl § & 18 Ush T IO
B AT I TE IR BT ATThT IH-&ehT § for T 7|

4. IW-YfEaeh § qgam-Tag s 3tuan iy wrmi & stfafes wdl off srspames fore w adeeff =t
IR AT A

5. T e, aft sryan e, T T e, anfe afed aft gt % S, Sw-gfade § & fod|

6. 3O IT-YIETHT T J-T= I B Fo 69/SS/ACV/A, &2 [A] ferd|

661/SS/ACV/A/710 PV AR
Unnati Educatlons

9899436384, 9654279279



CUSTOMER RELATIONSHIP MANAGEMENT (CRM) DOMESTIC VOICE
UTeeh HaY YaY (CRM) e asd
(661)
Time : 1% Hours | [ Maximum Marks : 30
e 1% g0 | [ qUrisk = 30

Note : (i) All questions are compulsory.
(i) Marks are given against each question.

(i) Question Nos. 1 to 6 are Multiple-choice Questions. Choose the correct
alternative from (4), (B), (C) and (D) and write it in the Answer-Book.

Few: @) wdft yoa srfEd #
(i) Tk T h WEA IHe b gWC M F|
(i) A @ 1 ¥H 6 T Sgfahedtd A 2| faeedi (A), (B), (C) W@ (D) ®§ ¥ @& fohed
AR It § ford |

((1) Answers of all questions are to be given in the Answer-Book given to you.
aft gl % I R & g IW-Yfeaen H & ford|

(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.

3 YH-TF H Ued & fw 15 fime w1 wwa fen w21 ye-uw w1 fador gue #
2:15 9 foRall SWN 2:15 &1 & 2:30 S T B had YH-T9 I Tgi 3T 30 3@y
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. y,
Choose the correct answer : 1x6=3
& I AT -

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
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o o 3fto 3T o foreht vk fowmr/wfshan & wey # fopm e (W) & &9 # fopg

Heffq ferar Smam 27
(A) T AR FishaT ST (B) &fe fopm
(C) ST JHEHTI (D) et faewm

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

a8 SH-Hl gl 2 fad =8 safe v, sl @ Rl & wem @ e s safe
T G T TATE LT B 7

(A) fcfsha (B) HeR

(C) fauia (D) 99F J&EA

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

fafaRad § @ fopad o AT HIGWTNT hI O, @ -fomE AR G ST JE S
8 3R gafere oiar & fou ¥ wgd ww 7@ & wehar @7

(A) fowa-swg W= (B) W WINT WM

(C) & wure (D) 3METS H 3dR-9IgE

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

(A) Preposition (B) Adjective
(C) Pronoun (D) Verb
T I GEH TEEYUl Teh FAT 77
(A) e (B) fererem
(C) HeH™ (D) Ffram
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5. customers are difficult to convince as they are spontaneous.

(A) Wandering (B) Impulsive
(C) Angry (D) Loyal
__ TTEH B HEI HiA B & i 4 HEA B 2
(A) WeHd T (B) A3t
(©) swiftra (D) =R
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

T qIcqd 379k FHT o |1 FFER B b alieh § g 3Uiq 3 36 THY HI HA
Faferd R fFRifya #a € 8 o fafie afafalel w =5+ == 2

(A) Sfea § aged (B) |mIN® IS
(C) &HF JEEA (D) Ty Sa-Sief
7. State any two important roles a leader must play. 1

HE 3 HEEU YT FAET S Tk Ad1 i H9E =nfu)

8. Mention any three types of pronouns. 1

HIIM & hls dF TR Sqrsu|

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

g e A fopam 9 aren g9 featgm wH-wn 27

10. Name any two external devices. 1

gl @ Sl U % AW Sqrst|
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11. Write down two elements of effective presentation. 1

et FEfd % 91 aw fafau)

12. What is a search engine? 1
T 399 | 'Y

13. Explain voice modulation. 1

IME B IAR-TEE (g8 Wiseelvd) 6 e Hifvu)

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

‘T gadientr’ vise o1 G899 H U shifs)

15. Write down any two key barriers of listening. 2
g H A areft Bis g Y@ srenstt & fafaw)

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

el SAfhed % @ § g gobr fieer fFwmar 27 smen Aifm)

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

T TTEehi AR 3Tk TAT | YT @ § Fraed % ales fafam)

18. Explain the types of primary memory. 2
WA THM % TRR i AT HiT|

19. What are four applications of the Internet? 2

e % AR AN AT 87

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

oA o HIEW W Hew WoH % = ferfgu)
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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.

() What title can be given for the above paragraph? Yo
(b) Malware is a software. Is it True or False? V2
(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

AT gHATSR AT AU HiH o ol ARy H $3 AT 3R HIg H TEHT
Hd Bl FHAANMET BT BRI IBH &+ 90 Aela=R *1 sEdT™l o6 wmar 31 2fehn gefera
Hepel fowen it guan &I Yo 3R IAh FHS H gEad B H Th W qdenl &l

(%) 3Tk Fome o forw @ sfides feom S ogeRar 7

(@) AR TH RSN B qg FE 8 AT e ?

(m) fefieet fearsa =1 @ma gHeral @ s=M & fou #8 w gelea @l fafay
(F) Bfeh1 % IreTmer fpl @ TEeR Uyl % AW fafau)

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 ‘ital’. 1
(c) Give one example of safe environment for women. 1
(d) Write any two adjectives from the paragraph. 1
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9 fou T IR F W % IR AR

IS o TN H, FUAd 3R IAesh Faeiy] ST WH % fit F9R qgaqul 8l €9
HAAR 3R TTEh Fadi, T i o wwrel wrt Iarewar § o T AEgee w2
I3 FaR fre Tmed I i F folu Tshiicnss Hul 81 Tkl 8| TR 9% WEed dal
Tfd g a1 Hie AT, ST TER bt INUTH I H Hoit 8| TIR § ThNIHS 3TN
THIICHS QM1 Tge] IS 8| FTHTE, ThRIH Tac], Te4 o it a1 AN & o= e
Yer Ll 81 HEY T U, THRHS TNUTH & @&T B & S§ g9 FER § HerE g

(%) A & THA H GHIS Sl FT MEIAHdAT 87

(@) ‘wEEgl % fou us IR weg fofu)

(M) wfeet % fore il aramer 1 R SqEer Qi
(|F) Fg=se § ¥ Hi5 q fommor fofam)
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