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ಕನ౬ ಡ ಆไൟ౨
ಚචಗำ:
1.ಈಪ ๔౬ ಪൟ ಃವ౨ ඛಷ ಮൡ౨ เಷಯඛಷ ಪ ๔౬ ಗಳඝ౬ ಒಳತಂലං.
ಸค෴ಜಚචಗಳඝ౬ ඩยค.
2. ಬಲූಗದยಆഔౣ ฆವಅಂ౾ಗำಪ ๔౬ ಗัฆವතಣბಅಂಕಗಳඝ౬൧ೕคತ౨ ං
ಮൡ౨ ಎౣ ಪ ๔౬ ಗัಡ ಉತ౨ คಸಃಂൿ ൟัತ౨ ං.
3.ಪ ๔౬ ಪൟ ಃಯඝ౬ ಓൽಆಳ ฤ 15 ඛ෦ಷಗಳ౽มವ౽ಶโคඈ
ಉತ౨คಸฤඛಗൽಪലಸมದ ಸಮಯವඝ౬ ಪ ๔౬ ಪൟ ಃಯ෬ม ಗದย ಆಡมಜං.
4.ಪ ๔౬ ಪൟ ಃಯඝ౬ 60ಅಂಕಗัಡ ದ౪ ಪലಸมಜං.ಲ ಪನದย
เർ ൮ბಗำಪഷದಅಂಕಗಳඝ౬ ๕ಕറ 50 ಃౙ ಪคವൟბಸมಞโൿ.
5.ූಗ 'ಎ'ಪ ๔౬ ಗัಡ ಪ ಥಮ฿ಜಬฉದಉತ౨ ರಗಳඝ౬ ತ ಲಪನದย
ಪคಗಸมಞโൿ.

ූಗ - A

I. ಸค෴ದಉತ౨ ರವඝ౬ ಆค ಬฉค: ( 10 x 1 = 10)
1.ಛ ಹಕರൟಯಲౘಣ෴โൿ?

a) ඛಖರ b)ಪ ൟ౾
c)เೈರൕಗำ d)ಌತค౽ിბ

2. ಇൿಉತ೧ಕ൞ಣಗಳย ಒಂർಜං.
a)౯ ಋ b) ಇ෬ฯ
c)ರ฿ d)෮ාฯශೕඨ

3. ಇඪಎෆಅඝ౬ เಸ౨ค.
a)ಅಹბ ಭเಷ ඛඌ b)ඥಕರರ ඪಂಚඛඌ
c)ಉඅೕಜಗಳ ಭเಷ ඛඌ d)ಅಹბ ඪಂಚඛඌ

4.ๅಯಞಣಮಟౣ โ൪ತ ಗำ,౽ಯბเඋನ,౽ಯბౘಮಯඝ౬ ಮൡ౨ ಏನඝ౬
ಒಳತಂലฆತ౨ං?

a) ඛವბಹൕ b)ൟವ ವ౩
c)ವಹನ d)ൟเඛಮಯ

5.ಅൡ ತ౨ ಮಛ ಹಕ฿เತರൕಯඝ౬ ಒದಜವ ಸಲກ෴โൿ?
a) ತ౷ คತ฿ಜ ಪ ൟ౾ b)೧ಕಧಮ
c)౽෫ಂഡಋ౺ ಗำ d)ಪ ൟ౾౽ಡბำ

6.ಯಶ౺ ನย ෴โൿಉඅೕಜಯಹಀౙ ?
a)ಉඅೕಜಡ ಒಪ౭ಂದ b)ฆಗำ
c)ಉತ౨ ಮ ಃಲಸದ ౩ ൟ d)ಪ ൟ౾

7.ಯಶ౷ ฃಟ ಸಹವൟბಡ ಇൿ ಅಗತเං.
a) ೦ౢ ನ b) ಕല෫ಈಶಲ
c)ಅಸಹච d)ಆಳಀඣೕಟ



8.ವಹನโ ൟัವ ಃಲಸ,
a) ತರൟ b)ൟ
c) ೦ౢ ನ d)ඃಶ

9.ಈ ಃಳಜನಞคಗಳඝ౬ ඌಸฤ൪ಡದಪ෨ಖ ಃಲಸ,
a) ೕ෦ತ ತರൟ b) ನಷౣ ವඝ౬ ഴโൿ
c)ಉ൞౭ ದಕಯඝ౬ ກโൿ d) ಸಮಯಗคಷತัเಃ

10.ๅಗಳย ಬದมವൕಯಪค൏ಮ෴โൿಅಲ ?
a)ಹಳ൞ದ b)ຄಸಅವ౽ಶಗಳඝ౬ ౣ โൿ
c)කเೕನ ಯඝ౬ ກโൿ d) ದౘಯඝ౬ ກโൿ

ූಗ-B
II. ಃಳಜನ෴โർದฆಹൡ౨ ಪ๔౬ಗัಡ ಉತ౨ค: (10 x 2 = 20)
11. චತೕಷඨಈಶಲ ಎಂದชඝ?
12. ಓಪඨಎಂഷിಪ ๔౬ ಗัಡ෴โർದงಎರഴಉർಹರൕಗಳඝ౬ ඛೕല.
13.ಲฉ฿ඩರದย ಸಲກ දഔౣ ಡ ಎಂದชඝ?
14. ಪค൏ಮ౽คಯಲದಛ ಹಕ ๅಗಳ෴โඃಎರഴಋ൏ತ ಕ ಪค൏ಮವඝ౬ ඛೕല.
15.ಅඝಁಲಕರಉತ౭ ನ౬ ಗಳ ಅಥბๆඝ?
16.ฃಟವඝ౬ ฿ ಌ ඛ.
17.ಛ ಹಕීಧඛವბಹൕ ಎಂದชඝ?
18.ವಹನಎಂದชඝ?
19.ಲฉ฿ඩರದย ಛ ಹಕರ ಸ෦ೕಃ౹ಯඝ౬ ฿ ಌ ඛ.
20.เඨ-เඨ ಪค౩ൟ ಎಂದชඝ?
21.ಲฉ฿ඩರದย ವฯბ ಆෆ൬෫౽ඛ ಎಂದชඝ?
22.൪ಡದ ಃಲಸವඝ౬ ฿ ಌ ඛ..
23.ಞคಗಳ෴โඃಎರഴ็๏ಷౣ ಗಳඝ౬ ಬฉค.

ූಗ-C
III. ಃಳಜನ෴โർದฆಆฆ ಪ๔౬ಗัಡ ಉತ౨ค: (6 x 3 = 18)
24.ಛ ೋ ഔ ಎಂದชඝ?
25. චತೕಷඨಈಶಲ ದ ಪೕಜನಗಳඝ౬ ಬฉค.
26.ಛ ಹಕคಡ ತ౷ คತ ಗಮನವඝ౬ ຂಡ ಒದಜโൿಎಂ්ದඝ౬ ౾౹ ಪ౨ ฿ಜ เವค.
27.ಛ ಹಕ฿ൟಯಞಣಲౘಣಗಳඝ౬ ಪഔౣ ല.
28. CRMಮൡ౨ E-CRM ನഴเನ෴โർದฆ෩ฆವ൞ಸಗಳඝ౬ ಬฉค.
29.ಛ ಹಕರඝ౬ ಉัಆำ ವಗბಗำ෴โโ?
30. ಬದมವൕಗಳ ಪೕಜನಗಳඝ౬ ಬฉค.
31.ಛ ಹಕರ ಪූವ౽ౙ ಜ ౽ಯბเඋನವඝ౬ ಪഔౣ ല.
32.൪ಡದකಯಕನ ಜ฿౪ คಗำ෴โโ?
33.ಲ ฉ ๅಗಳ ಪ ౽ರಗಳඝ౬ ಪഔౣ ല.

ූಗ-D
IV.ಈ ಃಳಜನ෴โർದฆಎರഴ ಪ ๔౬ಗัಡ ಉತ౨ค: (2 x 6 = 12)
34.ಛ ಹಕ฿ൟಯಗ ಹൕಯเඋನಗಳඝ౬ ౾౹ ಪ౨ ฿ಜ เವค.
35.സഓಗ ಹൕಯඩ෨ಖ ಯඝ౬ ಬฉค.
36.ಛ ಹಕคಡൟವಹನದඩ෨ಖ ಯඝ౬ เವค.
37.ಲฉ ವಲಯದยನ ಉඅೕಗ ಸඛ౬ ๆಶಗಳඝ౬ ಪഔౣ ല.
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INSTRUCTIONS:
1.This question paper consists of objective and subjective types of questions. Follow the

instruction.

2.Figure in the right-hand margin indicate maximum marks for the question and the

number of question to be attended

3.The maximum time to answer the paper is given at the top of the question paper. It

includes 15 minutes for reading the question paper.

4.Question paper is prepared for 60 marks during evaluation marks obtained by the

students will be converted into 50%.

5.For Part ‘A’ questions only the first written answer will be considered for evaluation.

PART – A

I. Choose the correct answer: ( 10 x 1 = 10)

1. Which one is the charecteristic of customer information?
a) Accuraccy b) feedback
c) enquiries d) warranty card

2. It is one of the free social site.
a) Facebook b) E-mail
c) telephone d) mobile phone

3. Expand EPF.
a) Eligible provident fund b) employees pension fund
c) employees provident fund d) eligible pension fund

4. Service quality includes strategies, procedure and performance of,
a) Management b) information system
c) communication d) exchange information

5. Which one is the tip for providing excellent customer service delivery?
a) Respond quickly b) social media
c) comment boxes d) response cards

6. Which of the succeding is the right of an employee?
a) Agreement to employee b) complaints
c) good working condition d) feedback

7. Successful sales associate must need a,
a) Knowledge b) less skill
c) impatience d) ugly look

8. Communication is the job of conveying,
a) Training b) information
c) knowledge d) message

9. Team work in important to achieve for the following targets,
a) Limited training b) making losses



c) increase productivity d) time maximization
10. Which is not the impact of change in services?

a) Outdating b) create new opportunities
c) increase innovation d) increase efficiency

PART-B
II. Answer any ten of the following questions: (10 x 2 = 20)

11. What is negotiation skill?

12. Give any two examples of open ended questions.

13. What is suggestion box in retail?

14. Give any two negative effect of ineffective customer services.

15. What do you mean by convenience products?

16. Define Sale.

17. What is customer relationship management?

18. What is communication?

19. Define customer survey in retail.

20. What is win-win situation?

21. What is word of mouth mechanism in retail?

22. Define team work.

23. Write any two features of goals.

PART-C
III. Answer the any six of the following questions: (6 x 3 = 18)

24. What is gratuity?

25. Write the benefits of negotiation.

26. Briefly explain how to provide prompt attention to customer.

27. List the characteristics of customer service information.

28. Write any three differences between CRM & E-CRM.

29. What are the ways to retain customer?

30. Write the advantages of changes.

31. List the mechanism for customer influence.

32. What are the responsibilities of a team leader?

33. List the types of retail services.

PART-D
IV. Answer the any two of the following questions: (2 x 6 = 12)

34. Briefly explain the methods of collection of customer service information.

35. Write the importance of storage of data.

36. Explain the importance of communicating information to customers.

37. List the job scenarios in retail sector.


