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1. For handling customer grievances, LEARN technique is
.| e®TC &odo%ﬁdé’m”ai%&)apawozoo, 30303
303 &N

v —_——

A) Listen, Empathise, Accept, B) Listen, Empathise,

React, Now Apologize, React, Now
C) Listen, Expert, Admit, D) Listen, Example,
React, Now Apologize, Receive, Now

Answer: B) Listen, Empathise, Apologize, React, Now

2. In MS Paint, which extension is not sggorted? | MS
Beoe3*TY, 033 &::Dbﬁo\i)ai%dw@fo DV

A) .png B) .gif
C) jpeg D) .doc
Answer: D) .doc
3. The expansion of GDP is .| GDPQd> HFOE

A) Gross Domestic Product B) Godown Demand Product
C) Grand Demand Product D) Giant Domestic Product

Answer: A) Gross Domestic Product

4. You have greeted the customer. Choose which of the
following statements you should use to complete the
greeting. | A€ @aﬁ'dc‘\igl maﬁé%gc& éozpaéoi)daig{
DRERRIIN ACP) B8 FPNT 03703 £c@?6mfaii AL AIA TG o AN)

esai)éamié.
A) How may | help you?
Sy ey e by
S0ED?

C) Can you come later | d¢&3) D) Why have you come? |
§030 WTWERIBe 0358 wors?

Answer: A) How may | help you? | @80 a1t Sert 3xo0dd
FoBD?

B) What do you want? | d®1
DR er0?

5. NAPS stands for .| NAPS 205338

A) National Advertising
Promotion Scheme

B) National Apprenticeship
Promotion Scheme

C) National Appointment
Promoting Scheme

D) Non Apprenticeship
Promotion Scheme

Answer: B) National Apprenticeship Promotion Scheme

6. Which of the following should be avoided during probing?
| 3Da3od> 3R00BY 8 FENTI)NYY 03B R, IFLIeTO?

g)zg%séggl)g% Cg{,%ggy)cl 5 B) Repeating | R)STo33e S
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D) Interrupting the customer
| N3BTONR TS BRIZYBO

Answer: D) Interrupting the customer | [3®80r ©RIBRZHBO

C) Summarizing | 590203

7. Paid form of ideas, goods and services are called
| DoR323 30§ﬁ%, oA 333_,2 ﬁ(’a"m”abq

A) advertisement | 230&¢€0030 B) publicity | & 2500

D) public relation | Zo=€ %3

C) goodwill | ,umawda" o

Answer: A) advertisement | 239&€003>
8. What does 0 AO in SMART stand for? | SMARB® O AO
DOBT DFV?

A) Action
C) Awareness

B) Ambitious
D) Achievable

Answer: D) Achievable

9. Which one is a “Don't" of information security? | &350&3
R0g3ad ORB5ELeE 0 0350)E0?

A) Use hard to guess
passwords | mﬁ?&‘%”aﬁito
&R0 6&3&&%&)@%

B) Disclose password to
anyone | ng,s‘i-‘ @RS%L
0352030 W&ToNH B

D) Encrypt laptop hard drive
and mobile devices |
UITOLIOD® BT Ty S0
Sedef mqﬁaiﬁ@m% SO LS
008

C) Take backup data of your
PC periodically |

Q030359T=0N A PC 0>
wpe® detson) 3r6o%eY,

Answer: B) Disclose password to anyone | mé_p‘t—' wd.zl
(ovrlelar aloVORALS of g witet)

10. What actions should be taken after getting to know
customer suggestions/problems? | [9%s0

FoBnLd/ BRORNYRY, 89E0BR0E B0IT 03593 FRonTRY,
3ridoBegpiesd?

A) Ask, Followup | 3¢9,
2930802

C) Ask, Categorize, Act,
Followup | 3¢9, INees0Y,
FONT, IVORCTH

Answer: C) Ask, Categorize, Act, Followup | $¢9, Sheesd,
0T, ROITTS

B) Ask, Solve | $¢9, 30®Dz

D) Ask, Act, Categorize | 3¢9,
F0WT, INCETOR

11. Feedback helps to .| 88303
1 FBa0d S50E038.



A) modify the process or A) Manufacture® Retailer ® B) Manufacturer ® Retailer

system | 303 95 E)egn&%%\;e’o’g%saerwce | Wholesaler ® Customer ® Customer
59%@6%3@&?&?\) C) Manufacturer ® Customer D) Manufacturer ® Retailer
C) meet customer ® Retailer ® Customer ® Wholesaler
satisfaction better | 9®80 D) all of the above | $0ed3 Answer: B) Manufacturer ® Retailer ® Customer

32030®) eudRomeN et VR
Sna

17. What is the default name of newly created folder in

Answer: D) all of the above | 30¢d8 deIZp windows? | Qodeendd BexweN CURLIE FPECYTE Begaer’
BROV DIO?
12. In "SWOT" analysis, “S" stands for .| "SWOT” A) Folder | Bpegos B) New folder | 8,68 @pee)o®
ABeRT0DY, 'S HOWT
o= TTTTT——= C) Blank | 399 D) New | 80860
A) Success B) Service Answer: B) New folder | &0% gpego*
C) Survey D) Strength

Answer: D) Strength . . .
) 9 18. What approach is used to gain access to foreign markets

and quickly promote an organizations interest? | dt3e8
13. Money invested in purchasing of raw materials, payment SoecoBERN BaSes Braben o) A,on,mf RYOITY, 363;D—aﬁ

of wages and salaries, rental, electricity etc. comes under ema"ez:’s,ou) odoad DTS zo%""oaﬁoéd?
| 3w, I DV, 3e3n F03) BowY TR, RN,
A3y 'aa'a?@ﬁ%”c‘) BRDE 305 ®D) A) Collaboration | 3®03sert  B) Licensing | 3=oxN
o C) Technology transfer | .
A) working capital B) capital income | 2 0®@=o% D) oint venture | 25083 evg
A) working capital | B) capt Q3R o 53 i

D) long term capital | Answer: D) oint venture | 25083 emdfb
C) fixed capital | 20 wo@mo%¥ aemgdaojo g

Answer: A) working capital | 52030F 550% 2 0B 19. Which investment is considered for deciding the status of
manufacturing enterprises? | s emcﬁzg)ﬁ@e’ 430308,

QAP OTEN 00T BARTOILFY TONBRPNRIBTI?
14. In MS Excel, collection of work sheet is known as & -

. | DNONTE cngQ)s 6@2, I Beest 3@35“& A) Workmg Cap|ta| | B) BU|Id|ng and land | 563@’
___________ 2060 TN FO0JE T 2 0BHOY R03) e
A) workbook | 500doFR)g8  B) worksheet | s35%F Betst 9 %a&ao%fgég';?&l %% D) Salary of employees |

C) sheet work | 8ee3* 305 D) excel book | 3 H)zT
~ - Answer: C) Plant and machinery | %&3_2 0dood ) eITTeanied
Answer: A) workbook | 3203 gns

20. MSME stands for . | MSME 20838
15. Which of the following is not true? | 8 ATIHNYY
33RO I ? A) Minor, Small and Medium B) Micro, Small and Medium
- Enterprises Enterprises
A) Only ask relevant B) Ask eack:c customer theg C) Micro, Scale and Medium D) Macro, Small and Medium
questions | 302083 FBNFR ;Zr;eﬁg?%t zog,iegzggi)l & Enterprises Enterprises
W e wé’ﬁ%"&b B0 Answer: B) Micro, Small and Medium Enterprises
D) As.k the questions with a 21. is the brain of the computer. | 60"_'3‘)?5“0%
. . genuine focus on
C) Establish trust by focusing Understanding vour 030D.
on customer needs and not customer in o%c}/er to meet
on your product | N@®30 their needs | &30 ®rigew), B) Central Processing unit
esﬁsz{w Soees ﬁco&cﬁaﬂod 23R m & A) Window | otdsee (CPU) | deoeadd 50@@
JONROT ﬁozﬂéojoab T @meam% 5, K)um 635 (CPU)

m&&)dom@&ad&e@@@ e .

C) Keyboard | 3eedncws D) Desktop | Bzox®
&’J%ﬁm%e@ ) Key | ) p | @59
Answer: B) Central Processing unit (CPU) | $eo@jeodd Soxgim
Answer: B) Ask each customer the same set of questions | &3

~ 38 (CPU)
BETAN wotse Dedad FBriTRy, Fed.

16. Which one is a correct channel through which marketers 22. An illegal activity committed on the internet is called

can reach customers? | 035953 S3900BE3RACTL MYBTOR, —g | wo3wRr OB SRRE mmmm&: o"
VT BB DA LPBEE? weoeIBOdORY, OB BRI



A) social networking |

TORIVLT LIDOTIED B) virus | 30

C) search engine | 8%3°¢

D) cyber crime | 20°
Q0WR®

[Ojerial

Answer: D) cyber crime | 20° &50og

23. What is the full form of GST? | GST 030 Ffeoe B IRO?

B) Good and Sales Tax
D) Great Service Tax

A) Goods and Service Tax
C) Great Sales Tax

Answer: A) Goods and Service Tax

24. Which of the following websites are not popular for
finding jobs? | 3¥NT 0dses3 Ser’Re3Ned emdjazgﬁri%”aﬁgl
BOBOT W adoTNG) ?

A) Sheroes.com B) Twitter.com
Q) LinkedIn.com

Answer: B) Twitter.com

D) Naukri.com

25. In an economic growth, role of entrepreneur is to
| 5B T WdSedriadQ, evEonY Hg[end

A) tagnate standard of living B) generate ungmglcgment |
| dgo 2en Dok, DBRALNBTY, FARIZT
C) unbalance the regional

development | 983
0PZBod wzBodecos

D) improve per capita
income | 3 30320303 BY,
VP02

Answer: D) improve per capita income | 3¢ emo:bwag
P03

26. As compared to small scale business, large scale business
require | 389 B0 dgaad%éwe@;’ﬁd BRE

I D008 59&-)63& ________
é%gsgl(l)énﬁagﬂggéoand tools | B) less no. of capital | 38
uBBS Bred Q. WORDVS

Q) less no. of persons | &3> D) more no. of person | £zz§o
}Q,. e Q). JFodb
Answer: D) more no. of person | 82;}) Q9. :Saéod.)

27. Information like date of birth, permanent address form a
part of one’s in the resume. | B33 B®0T, 33%3
QYIRB 03B II0&30300 dmgfaﬁg? (XN}
2oM=0aNT.

A) Achievements | o538ned B) Qualifications | e9®e3ried

C) Personal details | 303085 D) Career objectives | =33
IV ooned

Answer: C) Personal details | 55,0308% d30Tied

28. What is a shortcut key for “Copy” command? | “Copy”
eagﬁ Dot T3 &C 030o)HO?

A) Ctrl + X
Q) Ctrl + C

B) Ctrl + A
D) Ctrl + V

Answer: C) Ctrl + C

29. A person who is associated with the starting of business is

called

A) businessman | ab‘a?fvaa

C) entrepreneur | Mgm

.| 3B FRB0LROBA B0 0F BAOBTI
208 T80T,

B) sales executive | S3500083
TIOE VDE BT

D) merchant | mpa

Answer: C) entrepreneur | MJ&)

30. For short distance, which network type should be used? |
BRI ©030T)N, 03003 WBes*BTE FTATDAY, WIRLIETO?

A) MAN
C) LAN
Answer: C) LAN

31. Probing questions helps you
B08cDRFB0 V01t FHR0d BIwEoT

A) to identify customerOd s
specific needs | 9®C
ORER, RZRTIy rosodaen

C) to introduce yourself well
to the customer | N@®3ONR
&%&g{ﬁ@lﬁ 2020DVTEV.

B) WAN
D) CAN

B) to learn customerd s pain
point | R®FC BPCIT
03I, 3TBoBRYLL

D) building trust so you can

receive honest feedback
$02803030 AERR)B 0B

D) PRPLE 3330300,
BB BT,

Answer: A) to identify customer s specific needs {®s0

doFg, emspwg rBodzen

32. The enterprises engaged in the production of goods is

known as

A) macro enterprises | 3%0
VRO

C) micro enterprises | 3RF
UBEOTLD

. | soBonY ema‘aog,ﬁa?obg:) 3B N3OS
DO ﬁdobemrbgd.

B) manufacturing enterprise |
PUSITD SV

D) service enterprises | 3¢9
emc%mrieab

Answer: B) manufacturing enterprise | guaE®e emcizp.)

33. What does 0 MO

stand for in SMART goal? | SMART

rodobY I MIDIR), 2ewROII?

A) Memorable
C) Meaningful

Answer: B) Measurable

B) Measurable
D) Manageable

34. What is the meaning of an entry level job? | Z3¢3 S0t

emc&/aémci IPERCRO?

A) Security guard | 3@ 39
208

B) It is a starting or junior
level job | 9B0 eSC0YT 9350
3003 B33 FOR

Q) It helps to enter the office D) Junior interior designer |

| 5@ B23eD03LTY BSe8ren
3B203 SeBOITI

Z00300° Qoé3edadoss
éﬁdaios



Answer: B) It is a starting or junior level job | 9B &Cof)s
e 390k 033 Fom

35. It is best to ask questions when asking
questions. | 3rie/a) decbon S3N¥y
BeDITBO VST,

A) rude | 20&0 B) sensitive | ZoSc@ma8e®
C) open and close ended |

W o3) s’ D) personal | 53,0383
BR3P0 B

Answer: C) open and close ended | ¢50° S08) &R
ERditRRD

36. In which orientation, the text is printed width wise? |
0353 c{)&&%@eacﬁem‘), m;);ag one woaowoaﬁoaood

SoPRNIZT?

A) Margin | &35023¢ °
C) Landscape | Oazfaciew—‘

B) Width | &esf
D) Portrait | &pcgderes®
Answer: C) Landscape | oadoq'ca‘

37. Based on the information that you get through probing,
you will be in a better position to make . | 3Qa3ad>
OROT QCF) BBO3VE B30 BSH0T 0eeS, ACY)
IRED V30 FIFEGCeD,

A) effective problem solving | B) build friendship | Ze&33),
T OFHo0TO 5&%35 23@?03./9%

C) proper product
suggestions | KD03AE GVIP
FOBRL

D) no progress | a3J9)a3¢
N3 10,

Answer: C) proper product suggestions | 30035703 WSQQL
Fo3red

38. A computer system consists of N ﬁoo—-’gja?fdcs AR3*
), wérteodd

,Qfg?ﬁguse and keyboard |

B) software and program |
So3) deedoewts

BRIl N oS VI e IN AT

C) hardware and software | D) circuit diagram | Z8Qf &3°
odoo:@oé 333_2 TOPEEIIC0® d’cm@

Answer: C) hardware and software | 030039038 3>3) Fop®seSco®

39. The expansion of SIDO is .| SIDO BT

B) Small Income
Development Organization

D) Standard Industry
Development Organization

A) Small Industries
Development Organization

C) Small Investment
Development Organization

Answer: A) Small Industries Development Organization

40. Which one is a web browser? | s32° 2J210° 03503y307

A) Outlook express | Te305°
G

B) Face book | $ez® 2005°

Q) Internet explorer |

QOLSFE &3 DBSACTO’ D) Hot mail | Toe33oced
0

Answer: C) Internet explorer | Q03RS &3° DBRFTO®

41. Computer network that spans a regional, national or

global area is called
25oN8T ZUCBITY, Y0 FOBRPI0® BeFIFE 9TY,

.| ¥We8s, oa&eo.b DAy

__________ OB 6(30boarb§z3
A) MAN B) CAN
C) LAN D) WAN

Answer: D) WAN

42. In SWOT analysis which pair is helpful? | SWOT
DBCRT0IY 03003 R FH03VTDNT?

A) Stren%ths, Opportunities | Enghreats, Weakness |
mﬁoqﬁg R, 93693NKD OB, TRIFQ

()
C) Strengths, Weakness |

D) Threats, Opportunities |
mdnqﬁz{mfo, dazos—% 031D, 9I3T3Med

Answer: A) Strengths, Opportunities | mdotﬁfﬂﬁb, 353N

43. Entrepreneurship is also termed as .

mdlpaéeoéodoagl 3%

A) investor | ®RB300 B) employer | emdfaﬂerimé

D) self employment | Saocbo
gugdeen

Answer: D) self employment | 3&0‘3‘)0 U\)df%fﬁ

C) employment seeker |
QUTRENST0G

44. A person is someone who works for a
person/organization and gets paid for that work. | S
DOBT 2 53/ SoﬁQmﬁ FOR SIBOTSCY FoI) &3 6056& B
BBad0TAT.

A) Self employed | 80300 B) Wage employed | 306

3 N
gutdReN ]9
%None of the above | D) Entrepreneur |
T 0B &) 203284

Answer: B) Wage employed | 809 303

45. Best weg/ to identify customers needs is -
MY®T0 Nnva) fosLdzen Hugad SnreSond

B) by talking to them and
survey | ©938L0RR I5030aR
R0 SBERINTS

A) by advertising on
newspaper | 80
230&CTIR) QBN ST

D) by observation and
;) tg)oud%?aig person | 3 ¢ message | 93SReEN S0
3 2003636 ST

Answer: B) by talking to them and survey | ©38,0001%
S90S A0y BN

46. You withdraw Rs.500/- from an ATM. The ATM machine
gives out Rs.5000/-. Which of the following would be ethically
correct? | Qez) HE3D0D0E Bua.500/ - 1), H0o3rimodew3ed
320 03093:3) Be.5000/ —. AeBIZH B3 FLNTI)NYY



03FB §dvveN FDA3PNCS?

A) Take the money | &wdaﬁg{ B) Make a complaint | 3080
3rizoBeY), Qed

C) Drop the money near D) Give the money to the
ATM | 22030, D830 w¢ DB poor | BeaRY, WEIO1E Ved

Answer: B) Make a complaint | 300 Qe

47. CPU stands for .| CPU &0@38

A) Central Planning Unit B) Central Progress Unit

C) Central Processing Unit D) Central Programming Unit

Answer: C) Central Processing Unit

48. The expansion of LAN is .| LAN 8 d508

A) Local Area Name B) Logical Area Network

C) Legal Area Network D) Local Area Network

Answer: D) Local Area Network

49. Which one is NOT a storage device? | 035953630 30559
FPVI) ?

B) Memory card | 2303500
ToBEE

C) USB flash drive | USB &98° D) Video tape | de@0ode

A) Printer | &o0&30¢

Bgo* X0l
Answer: A) Printer | §030°
50. Spread sheets are saved with extension .| s

8ees* YR, D30 T0de0R1t euIReRNGS

A) .mp3
C) .doc

Answer: D) .xls

B) .pdf
D) xls
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