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Module Name: Customer Service

. i Sgfert

1 -A person who buys a product is a

HIS IAE WICAT g a8 gl g

a. Student ﬁﬁﬂ?ﬁ
b. Customer Ulgh
c. Seller fagsar

d. Servicer gfa®R

B
2 -Service given to the customer before, during or

after a purchase is ____. WIER! ¥ Ugd, WIGR! &
R T71 91E & e B &t o It 9ar Bl
a. Customer service UTg® Idl

b. Auto Service 3fiel Tfdq
c. Management Service Ud¥Y- a1
d. None ﬁ'ﬁc B

A
3 -Growth of business is based on how you ___
customers . Wﬁq@wmw 3eid § fs
3T TEH Y g

a. Talk to cusomers ‘;ﬂ'&'ﬁ T §1d B

b. Take feedback from customers W I

BIgdd o

c. Help customers UIEH| B! AGG B

d. All of the above HWR & Jut
D
4 -Harish has taken up his family business of
ironing clothes. His customers are not happy with
the service. What should Harish do to make his

business better? B 3 WZI@ Bl P BT SO
UTRaR® TG U § 1 31 g Il J g el
2. B BT TR TAI BT AR S & AT T HAT
Bl

a. Increase the cost dNId W@[

b. give better customer service S8R AT Idl

c. Stop the business 44T §¢ HRA

d. Change the business dddd gad
B
5 Pushpa and Kavya have opened a shop for baby
clothes in Bangalore and Chennai. Bangalore outlet
is gaining more popularity and profit? How is it?
T 3R HTeT 3 SIS 3R 998 J s & HUS! Bl b
P Tl g1 STTER $T3ede ST B ad 3R arH
T $ Y81 82 ol g2

a. Good customer relationship in Bangalore
shop%ﬁ?ﬁ@?ﬁmw?‘[wg

b. Chennai is very hot EEH] ggd ™ ®

c. There are more babies in Bangalore Wff
= T §

d. No reasons ®Is HRU gl

A
6 -A dissatisfied customer means _GNEIE PIRED
FTaRig_ |
a. Happy customer g Ulgh
b. Beautiful customer J-aX Ulgh
c. Unhappy customer AIGRT UTeh
d. Old customer QRIFT UTgh
C

7 -A customer who buys a product for the first
time is ___. U T8 Sl Ugdl IR Pls IATG WRIad!
gdE___¢

a. Bargaining customer HITHId BT UTEH

b. Vendor fasar

c. New customers ¢ Jlgh

d. Researching customers UEH! TR MY HIAT
C
8 -Loyal Customers are those who .dbIaR

BICEACAI GRS B G

a. Keep coming back to the same shop 34t

gHM IR 1Y 3Td 5

b. Hate the shop gHM ¥ WA &

c. New customers U Ulgh

d. Ask for more discount 3f&idh @?%%’Q @
A
9 -Ravi has a customer who bargains a lot.
Customer wants to buy a dress which costs 500
rupees. But customer wants to pay only 300

rupees. What should Ravi do? RECAIE] Udh UTgh %
Sl g HITHTE Bl ¢ | T6P T IS BieT argdl
& forget simd 500 394 B 1 Afes Ies Rits 300 0
g 1 TTedT B, 39 B T BT AU
a. Tell the customer to go away JT8® &I I
W B Ho!
b. Give the dress for 300 rupees 300 S0 o

EREC]

c. Talk to the customer and sell the dress for

400 rupees TTEH J T1d B 3R I HI 400
*9 H o
d. Do nothing 9 T8 g
C
10 -Meena sells milk packets. One day, she got a
dissatisfied (unhappy) customer because the milk
was spoilt. What should Meena NOT do now? i
Y & U Sodl 1 U o, 3 U SRigy (ARG
e o Hifd gY WRIE 81 741 41| 3fd HHT & 1
T8I AT TMRT?
a. Say sorry to the customer Jlgdh 1t e
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b. Quickly give another packet of milk SR

T BT GO Ube ¢ al
c. Make sure the customer is happy {[ﬁf@ﬁﬁ
& 6% QW 7
d. Get angry with the customer Ulgd UR T[T
D
11 -Probing for customer needs means ____ . Jlgdh
DI SR I ST A BT o g
a. To celebrate with customers W & Y

WY 7 & forg
b. Get angry with the customer Ulgd UX [T
Ea

c. To ask customers what they need PIREAES]
g fb 3% 1 91fge
d. To give discount @< CRll
C
2 -"Caring for customers is key to growing your
business. What does this mean?" W P! G@UTA
%N-ﬂ 3TYF TG P dGH B Hoil ¢ THT T qIqd
on
a. Care for what customers want dlg® T
AEq & ST e 3G
b. Care in hospital 3RUATd H S@HTA
Don't care for market STSIR &t gdlg Hd A
d. Care for keys Tl Pt CEHTT B
A g
13 -___is a way to understand the customer's
needs and emotions by asking questions.

_ UY USHR TSP B el 3R U3 Y qHgH
H1 TP WD 5

a. Apolog|ze & [T

b. Probing S B

c. Explaining JHHATT

d. Understanding JH

o

B

14 -Tapsi is at a clothes shop to buy a gift for her
friend. She is unable to choose the proper clothes.
The sales person can help her by asking

TR ST S % AT IUER THe B 11T T B &)
IH WR 81 98 T8l HUS! BT T -Ta] B urdit| faspt
AT U ID! Acg B qhdl 7

Open questions U4 Qe

Probing questions U4 QEFIT

Closed questions §¢ U

All of them 3 Tl BI

a0 o

D

15 -Sudha buys vegetables from Karthik's shop.
She is happy about the quality and pricing goods.
She can help Karthik's business improve by __

YT I P g A Gt Wit 21 I8 THA B
Ui SR e MYRT § G B a8 ERCIIGED
P IIIT Bl dgdR 4 | Heg B bl gl

a. Sharing good words about the shop g&Id &
IR H 3w Woq HTA BRAT

b. Watching the shop &M TR FoR 39 3B &
c. Hating Karthik ®Ifd® I THId
d. Buying vegetables in other shop @ﬁ gl
¥ Heoll WG | §
A
16 -___ good and services is the right way to
make profits. __ T 3R @?ﬂﬁ AT HHH BT ‘r'l"&p[
RG]
a. Studying Ue-l
b. Selling ST
c. Practicing 3W™{
d. None ?ﬁé T8l
B

17 -Simple selling techniques every sales person
should know and practice are ___ . OXd fawg
qdb-d TdD .?mq e B TaT g1 ANMeY MR 31T
DA MY

a. Customer W
b. Cross selling CARRCE]
c. Lying S SiaT
d. Buying g Bl
B
18 -FAB means FaB dT3Rfg ‘
a. Features, Advantages, Benefits ﬁ"\ﬁ'ﬁlﬁTﬁ,
oY, Iy
b. Features, Advices, Benefits faRIvaTg, 9arg,
[NIES) ‘
c. Five, Advertisements, Boards tI'VI?T, ﬁﬁITCFL
CIE]
d. Festival, Adventure, Behalf 304, TERIH
&, 3R

A
19 -Swati needs to sell a laptop. She can use the

technique to sell |tﬁﬁaﬁw Aucry

e G LA 2 1 - -k
I R Fehdll g

a. FAB 4

b. TABCH

c. Python

d. Coral draw
A

20 -Smitha needs to sell a mobile phone. She is
writing down the advantages and benefit of the
different phones. She is writing . e
HISTSd B ST § | I8 SICT- 3T BIF & BIG 3R
g ferd et 1 98 fora Wt g |

a. Benefits BIIC
b. Service Tl

c. FAB statement
d. None El'ﬂ'sf :ié)[



21 -Customers sharing their experience and
opinion about a product is called . fordit Sarg
& IR H U SIHT 3R I I A aTcl UTGH! DI
Pl Sdl B

Customer Support JlgP Ui

Customer feedback T8 Ufdfshar

Customer Ulgh

Customer ID UTg® 338!

o0 o

B
22 -Closing sales technique is an essential skill for
a . f3ep! § B B dbeitd & fou T
HTaID DI g |

a. Sales person fowg aafaa

b. Child §TI

c. Manager Ud¥&h

d. Clerk &%
A
23 -Now or never close, summary close and
question close are 3 important .3t 1 et

ﬁﬁéﬁ,m@ﬁsﬁvwﬁaﬁsw
|

Opening techniques T &I ddh-1d

a.

b. Sales techniques IEEAKSCRIED

c. Closing Techniques AT TP
d. Discount @¢

C
24 -A hotel asked its customers to fill customer

satisfaction survey. What are they trying to do? Udh
Bied A 31U UTgohl Y U HfP Fdamn wA & forg
HE1 3 T B BT TN PR Q87
a. Sell more hotels W@Eﬁéﬁ
b. Take customer feedback ‘Jﬂ'@'ﬁ 3 ufafear o
c. Advertisement fa3moa
d. Promotion UarIfd
B

25 -Sales person tells the customer "the offer
exists today only". This sales technique is called
oot faa U &t ST § 3R dad et &
Tolg 8" 39 9wl ao-iie & __ Fel oIral g

a. Now or never closes 3+ a1 &t g &g BT

b. Close down §c &l

c. Question closes ¥ §¢ g O 8

d. Lock down @I®H33T
A

ISt AU} & 1T T lae SrEdias o difed) T o ¢E
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