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ಕකბಟಕಸ౽ბರ
ಕකბಟಕ๎มಪคೕಃ౹ ಮൡ౨ ෰ಲ౲ ඛಣბಯ ෱ಡย

2024-25 ෥ದคಪ๔౬ ಪൟ౳ ಃ -1
ൽ౷ ൟೕಯඪ෷๭ (ງತ - 4)

เಷಯ: คೕചฯ เಷಯದಆೕി: 62
ಸಮಯ: 2ಧങ 15 ඛ෦ಷಗำ ಒഖౣ ಪ౳ ๔౬ ಗಳ๸ಒ౲ : 37 ಗคಷ౤ ಅಂಕಗำ: 60
____________________________________________________________________________________________

ಕನ౬ ಡ ಆไൟ౨
๰ಚචಗำ:
1.ಈಪ౳ ๔౬ ಪൟ౳ ಃ෷ವ๯౨ ඛಷ౤ ಮൡ౨ เಷಯඛಷ౤ ಪ౳ ๔౬ ಗಳඝ౬ ಒಳತಂലං. ಸค෴ಜ

๰ಚචಗಳඝ౬ ඩย๭ค.

2. ಬಲූಗದย౵ ಆഔౣ ฆವಅಂ౾ಗำ ಪ౳ ๔౬ ಗัฆವතಣბ ಅಂಕಗಳඝ౬൧ೕค๯ತ౨ ංಮൡ౨

ಎ๠ౣ ಪ౳ ๔౬ ಗัಡ ಉತ౨ คಸ෎ಃಂൿ ൟั๯ತ౨ ං.

3.ಪ౳ ๔౬ ಪൟ౳ ಃಯඝ౬ ಓൽಆಳ౶ ฤ 15 ඛ෦ಷಗಳ౽มವ౽ಶโ๳คඈ൤ಉತ౨คಸฤ

ඛಗൽಪലಸมದ 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౳ ෰ಲ౲෥ಪನದย౵

ಪคಗ൐ಸมಞโൿ.

ූಗ - A

I. ಸค෴ದಉತ౨ ರವඝ౬ ಆค๭ ಬฉ෵ค: ( 10 x 1 = 10)

1. CRM ಄ಂൽ౳ೕಂತ฿ಜං,

ಎ) ඛವბಹൕ ෈) ಛ౳ ಹಕ

๭) ๬ಲಛರฆ ല) ඛ෥ბಪಕฆ

2. ๳ฯ౺ ಅ๵ೕ๭෻ങ౛ ಇತರคಂದಅඝಮൟ෎౽ർಗ ಸ౷ಂತದ෦ൟಯඝ౬ ಅಥბ෥ലಆั౶.

ಎ) ಜ฿෇౪ค ෈) ಹಀౙಗำ

๭) ಅඌ౽ರ ๭) ඩ౳ඌ౽ರ

3. ಪ౳ ൟ౾౳ ෺ಛ౳ಹಕคಡ ಸ๻ಯ෥ഴತ౨ං.

ಎ) ಉั๭ ) ಸലಲ

๭) ຄೕಞ ല) ಅඝಸค๭

4. ಛ౳ ಹಕฌಂൽಡ෇ಂಧವ౲ವඝ౬ ๬౩ඪಸฤಮൡ౨ຄಸ๸ීಧವඝ౬ඩ౳ฏ෗ಸฤ

ಸ๻ಯ෥ഴತ౨ං.



ಎ) ಪರಸ౭ರ ౾౳෺ ෈) ෥ൡಕ൤

෈) ๸ಪ౾ბಸมಞൟ౨ ) ๸ಪ౾ბಸมಞൟ౨ං

5. ಛ౳ಹಕರ ಪ౳ൟ౾౳෺ಯඝ౬ ಇತರฌಂൽಡງ೉ಆಳ౶ฤ෴ವคೕൟಯย౵ ಃಲโ

๏මರ๯ಗಳඝ౬ ಅඝಸคಸมಜං:

ಎ)ಆච౵ೖඨ เಮ๔ბಗำ ෈) ಛ౳ಹಕರෝഔ

๭) ඣೕഔೕ๺ැೕിბ ല) ෬ยನಎม౵

6.ಉಪඛಗำಛ౳ಹಕರസഓವඝ౬ ಇತರคಡ෥ฃಟ෥ഴ๋ൟಲ౵

ಎ) ๸๲౩ ෈) ಸ౽ბರ

๭) ಸ౩ัೕಯ๸๲౩ಗำ ല) ಛ౳ಹಕฆ

7. സഓ෎๺ಅತ౲ಂತ෰ಲ౲෷ತ฿ൿದඝ౬ ಞฆൟಸฤಸ๻ಯ෥ഴತ౨ං.

ಎ) ಛ౳ಹಕ ෈) ಮಧ౲ಸ౩ಛರ

๭) ๬ಲಛರฆ ല) ෬ยನಎม౵

8.ಛ౳ಹಕರ ಅಗತ౲ಗಳඝ౬ ಅಥბ෥ലಆಳ౶ฤಛ౳ಹಕರ඲౳වฯಅඝ౬ ಅ෗ไൽ౫ಪല๭.

ಎ) ೈഡბ ) ฉ౽ിბ

๭)ඬಸ౨ಕ ല)เಮ๔ბ

9.๭౷ೕ౽ฃಹბ็ಯ౾౨ಕ ෍ಳವ൐ಡಮൡ౨ ಸค෴ದಉഴඬಗำ๸ದಭბಗะಜๅ.

ಎ) ಉඅ౲ೕಗ ෈) ඡಮ౽ൟ

๭)ಆ෺ౙ ല)ಅಂಗല

10.೉ಲ౵ฉ฿౲ඩರವඝ౬ ನഷಸฤಪ౳ൟ ೉ಲ౵ฉ ಘಟಕದ ಅಗತ౲เං.

ಎ) ವ๯౨ ෈) ෥ನವಶ౾౨

๭) ฀ತ౳ ല) ಉತ౭ನ౬ಗำ

ූಗ-B
II. ಃಳಜನ෴โർದฆಹൡ౨ ಪ౳ ๔౬ ಗัಡಉತ౨ค๭: (10 x 2 = 20)

11. ಞฆൟನಛ౳ಹಕರ ಸಮ๲౲ಯ෩ಲವඝ౬ ൟั๭.

12. ಛ౳ಹಕರඩದರಃ౹ಯย౵ ඛಮ౱ඝ౬ ಇค๭ಆำ౶ವ෩ಲಕඛಮ౱ ಅಥბๆඝ?

13. කฤౙಆ౵ೕ๺ ಎಂിಪ౳๔౬ಗಳඝ౬ ඛೕല.

14.ಡฤโ-ಡฤโಪค๭౩ൟ෵ಂದ ඛಮ౱ ಅಥბๆඝ?

15. ಛ౳ಹಕರ ಪ౳ൟ౾౳෺෵ಂದඛಮ౱ ಅಥბๆඝ?

16.ಛ౳ಹಕඋರಣ ಎಂದชඝ?

17. ౽౲๑ಯฯರ೬ ಎಂದฉ ಏඝ?



18.๸ವಹನಪ౳౾౳෺ಯಅಥბๆඝ?

19.ಛ౳ ಹಕ๳ๅ෵ಂದඛಮ౱ ಅಥბๆඝ?

20.๸๲౩ಯ฿൞ವರಣಎಂದชඝ?

21.ಪ౳ ൟ౾౳ ෺ಯย౵ನ ಇತರ๬ಮಥ౲ბಗำ෴โโ?

22. ඃಹූ๣෵ಂದඛಮ౱ ಅಥბๆඝ?

23. เಸ౨ค๭ 1.POS 2.EPF

ූಗ-C
III. ಃಳಜನ෴โർದฆಆฆ ಪ౳ ๔౬ಗัಡ ಉತ౨ค๭: (6 x 3 = 18)

24.ಛ౳ ಹಕರ ಸಮ๲౲ಗಳඝ౬ ಞฆൟ๯ವเเಧ෩ಲಗำ෴โโ?

25.ಛ౳ ಹಕರ ಪ౳ൟ౾౳෺ಯඝ౬ ಪഷ෷ವย౵ ಬಳಸมಞವเเಧ๬ಧನಗಳඝ౬ ಉว౵ೕ಍๭.

26. ಛ౳ ಹಕರ ಪ౳ൟ౾౳෺ಯඩ౳෨ಖ౲൤ಯඝ౬ ಚ೉ბ๭.

27. ಛ౳ ಹಕ๳ๅಯಧකತ౱ಕ ಪค൏ಮವඝ౬ เವค๭?

28. ಛ౳ ಹಕರ ඛคೕಃ౹ಯඝ౬තซಸฤ๸ವಹನเඋನಗಳඝ౬ ಪഔౣ෥ല.

29.๸ವಹನಪ౳౾౳෺ಯඝ౬ เವค๭?

30.ಛ౳ ಹಕ๳ๅಯඝ౬ ಒದಜಸฤත฿ბධ౾౹ತಗಳඝ౬ เವค๭.

31.ಪ౳ ൟ౾౳෺ಯඝ౬๸ಗ౳๼๯ವเඋನಗำ෴โโ?

32.ಛ౳ ಹಕฌಂൽಡ๸ವಹನವඝ౬ຂಡ๯උค๯โൿಎಂ්ದඝ౬ เವค๭.

33. ಉඅ౲ೕಜಯಜ฿෇౪คಯඝ౬ เವค๭.

ූಗ-D
IV.ಈ ಃಳಜನ෴โർದฆಎರഴ ಪ౳ ๔౬ಗัಡ ಉತ౨ค๭: (2 x 6 = 12)

34. ಛ౳ಹಕರ ಸಮ๲౲ಗಳඝ౬๸ಘഔತ คೕൟಯย౵ ඛವბ๼ಸฤඛಯಮಗำ෴โโ?

35. ಛ౳ಹಕರ ಸಮ๲౲ಯඝ౬ ಪคಹคಸฤเเಧเඋನಗಳඝ౬ เವค๭.

36. ಛ౳ಹಕರ ඛคೕಃ౹ಯඝ౬තซಸൽฆವ౽ರಣಗಳඝ౬๸౾౹ಪ౨฿ಜ เವค๭.

37. ಉඅ౲ೕಜಗಳ ಹಀౙಗಳඝ౬ ಉว౵ೕ಍๭.
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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. CRM is focussed to,

a)Management b)Customer

c)Creditors d)Producers

2. Understand the limit of own when sales associate need permission from other.
a) Responsibility b)Rights
c)Power c)Authority

3.The feedback helps to the customers.
a)Retain b)Loose
c)Go d)Follow

4. With the customer helping to establish rapport and begin a new relationship.
a) Interaction b)Negotiating
b) Connecting d)Contacting

5.Following are few recommendations as to in what way to share customer feedback
with others:

a) Online Reviews b)Customer Meet
c)The Notice Board d)All of the above

6.Companies cannot sell the customer data to other
a) Organization b)Government



c)Local bodies d)Customers

7.Data base helps in identifying the utmost valuable .
a) Customer b)stakeholder
c)Creditors d)All of the above

8.Develop a customer profile to understand needs of
customer.

a) Chart b)Record
c)Book d)Review

9.Acceptable personal growing and proper attire are circumstances of
.

a) Employment b)Recruitment
c)Selection d)Store

10.Every retail unit requires for running retail
business.

a) Material b)Human force
c)Machine d)Products

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

11. State the source of identification customer problem.

12. What do you mean by put yourself in customer’s shoes?

13. Give four close ended questions.

14. What do you mean by win-win situation?

15. What do you mean by customer feedback?

16. What is customer Retention?

17. What do you mean by casual leave?

18. What is meant by process of communication?

19. What do you mean by customer service?

20.What is organization climate?

21.What are the other strengths in feedback?

22.What do you mean by body language?

23. Expand 1.POS 2.EPF



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

24.What are the different sources of identifying customers problems?

25.Menction the various tools used in getting customer feedback.

26. Discuss the importance of customer feedback.

27. Explain the positive effect of customer service?

28. List the methods of communicaton to meet the customer expectation.

29.Explain the process of communication ?

30.Explain the pre requisites for providing customer service.

31.What are the methods of collection of feedback?

32.Explain how to improve interaction with the Customer.

33.Explain the responsibility of an employee.

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

34. What are rules for handling customers problems in an organized manner?

35. Explain the various methods to solve customers problem.

36. Briefly explain the resons for not meeting customer expectation.

37. Mention the rights of employees.
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