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1 Objective of greeting a customer is___.

qMEH I JUS &F & 302 ¢l

A To give the customer positive attention and engage

in conversation ATgH T FPRIcHS &I &t 3T
ST & e @ & fov

B To make the customer feel welcome and important
IqTgeh T TAETA 3R HAgca ol HeHH A & v

C To make the customer feel welcome by making
eye contact, by smiling and greeting 3@ & ¥U®

C Why have you come? & 4T 31T &1?
D Can you come later &1 319 &I H 31T Thd ¢
Answer: B

5 Probing questions helps you .

ST XY Tl e MU Heg i gl

A To identify customer's specific needs IITge I
faferse 3maTsarstt fr ggaeT = & o

B To learn customer's pain point 3§ & &g %g

I, HEPIA gU 3R 31fAaeT F AES F T@RIT FT
TG e & fou

D All of the above FIW & T

Answer: D

2 What are some of the important points to
remember while greeting the customer?

Tew 1 AT IR T et Fgea ot arelt
T I@AT AMT?

A Acknowledge customer's presence Igs T 3ufEdfa
H EPRN

B Make eye contact 3@ & TUH HY

C Smile HEHIAT

D All of the above FRR & HY

Answer: D

3 How should we greet a customer? g ol aIgsh
&1 HIAAIGT HH HLAT AIfgu?

A Ignore them 3«7 9 €1 o &

B Wait for them to speak 3sT& &Tclal HI SASR Y
C Make them feel welcome 3&iehT FARTA HEHH T
D None of the above 58 & #s it AT

Answer: C

4 You have greeted the customer. Choose which of
the following statements you should use to complete
the greeting.

q N TeF B AREER B §1 AT 9 F F
T 3! eAfaf@d # & 8 U HT ITANRT LT
AT oA |

A What do you want? 39 &1 digd g2

B How may | help you? &1 &Y @RI 3IHr HIg
TETIT gl Hehell &7
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STelel & foIT

C To introduce yourself well to the customer. aTgeh
A AT IR TS H STl

D Building trust so you can receive honest feedback.
faarT &1 AT Y dfeh 3T $AGR Tfafshar ared
b

Answer: A

6 Which of the following is not true?

farafaf@a & & Fia ar a7 a8 82

A Ask each customer the same set of questions.
g% Agh q FAA I IS |

B Ask the questions with a genuine focus on
understanding your customer in order to meet their
needs 3i9el AMEehI HT ST I T A & AT 3¢
FHSIS WX A €A & AT TR IS

C Only ask relevant questions del YHTH TR T
D Establish trust by focusing on customer needs and
not on your product. JMgehl dI JTEIAT T AT higd
Fh faarE TUId & o & 39+ 31 W

Answer: A

7 It is best to ask
asking questions.
U YO HAG UReT ISl HH 3T B
A Open & close ended 319 US Fallol UsS

B Rude 3@&g

C Personal fasit

D Sensitive TageTeler

Answer: A
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8 Based on the information that you get through
probing, you will be in a better position to make

ST & GRS 3l S SThRT fAedr §, 38% 3R W)
Mg oIl Fr SgaR Feafa & g

A Proper product suggestions 3fd 3cdie geira

B Effective problem solving YHTdl THATAT TATUTA

C Build friendship @&t §aAT@

D No Progress &1 Warfa =Tar

Answer: A

9 An open-ended question is one that cannot be
answered with a simple yes or no and often has no
single right answer.

Teh 319l USS YR dg & Toldehl 3cd &l &1 a1 a1 H
AT fear S @ehar g 3R TR 3THT UH ot HEl 3eaik
oTgl gl g

A TRUE g

B FALSE 3dca

Answer: A

10 Open ended questions start with which of the
following words?

39T USs yee Ao 7§ fFE aeg § 4% g1 87
A What &1

B How &&

C why Far

D All of the above FRR & HY

Answer: D

11 Which of the following should be avoided during
probing?

I & R Arafaf@ad & & frad agar arfige?

A Interrupting the customer ITgs &1 ST AT

B Listening carefully €are & geiall

C Repeating argr

D Summarizing TRIem

Answer: A

12 It is also important to pay attention to customer's
when probing .
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ST RS AT AgH & W &I &t oY
HgcaqT &l

A Friends &7

B Dreams dqet

C Personal needs saf&derd sd

D Body language R &Hr &reT

Answer: D

13
ensure that the customer pays for the product or

is the last and final step that will

service.
sifaw 3 sifaw =RoT § S IF gRAREa
FXIT 6 AMEH 3cIe AT T F AT T e g
A Closing a sale/service Tshl/&ar sg =TT
B Greeting [#7ehTHIT
C Probing S
D All of the above FIR & T
Answer: A

14 Can | bill this item madam? Shall | bill this
service sir? This is an example for __ .

AT A 30 aFd F Sl & Al § ASH? F1 H 38 Far
O g W? T@ & foIT weh Serexer gl

A Indirect close 39cTel s

B Direct Close @Y d¢

C Close ended Question FellsT Us8 2T

D None of the above 58 & #Is off AT

Answer: B

15 If the customer is not buying your product or
service, to keep them happy which of the following
things should be done:

A TEF HUF 3G AT Jar A A4 Wi @ §, A
3oe G W & fav fArafaf@a & @ &l ar s
FLAT AR

A Compel them to buy the product/service 3¢
Scdre/Aar Ties & faT ared

B Offer the customer alternatives or other interesting
offers IMger AheT AT 3T ETTET ITHT YT HYL

C Argue with the customer Ig® F TTY SgH HY

D All of the above FW & &Y

Answer: B
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16 What is feedback? ®Igss &1 §7

A Reaction or response to a product sold or service
offered ST 3T 3cUTE AT ULAHA T I8 JaT W Fiafshar
g7 gfafsar

B Talking behind someone & & 9 aTd HLAT

C Speaking about someone without their knowledge
TSI 3eTehl STeARRT & foRdT & aR & Srelelr

D All of the above FIX & @efr

Answer: A

17 Feedback helps to .

EUECED &I FAGG AT ©

A Improve the service @aT # FUR &Y

B Modify the process or system Hfshar IT oIl sl
A &

C Meet customer satisfaction better Imgept hr E@f?d
I TER Ak T [ A

D All of the above FRR & HfY

Answer: D

18 What actions should be taken after getting to
know customer suggestions/problems?

TG & G THACATIHT FT STt & G FAT HRATS T
el ATfRT?

A Ask, Solve T8I, gof U

B Ask, Act, Categorize &, 3iffag#, aufiepa Y

C Ask, Categorize, Act, Followup t{\é? a?ﬁilg_cr H,
FfefE, et Fgars

D Ask, Followup J@¥, HIcli3iT

Answer: C

19 Some ways to getting feedback include.
gfafshar 9Ied a3 & Fo alist J anfde gl
A Feedback forms Wisse wie

B Google Forms d[arel Wisf

C survey tools TA&TOT 3YHIOT

D All of the above FWR & &efr

Answer: D

20 Customers expect to be .

IMEH g Y 3Fg A §
A Welcomed politely faa@rar & w@mera fmar
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B Paid attention to given f&T 31T WX eameT feam
C Immediate attention qd &2t

D All of the above 39X & HsY

Answer: D

21 Feedback helps to .

LUECEH H #AGE T Bl

A Improve future performance #idsg & yediel # FuR
T

B Make people write suggestions o9l &I g foad
C Get good job 37T sl @

D None of the above 348 & ®s off AT

Answer: A

22 Customers have grievances when

Mgl ol RAPIT g & S8 |

A Their expectations and needs are not meet 3aeh!
B They don't want the product & 3cdTg #gl B &
C They want to be rude & 3T g1 ITEd &

D None of the above 38 & #s i AT

Answer: A

23 If a customer has registered a complaint against
you, which of these steps should be followed.

3R Y IES o e W Rerad gof s &, ar
ST A HleT AT A IoET AT

A Receive the complaint RiRIT 9rcad Y

B Investigate ST &=IT

C Provide reasons & options for solving it & gl
A & faU HROT AR AFeT gt &

D All of the above 9 & &Y

Answer: D

24 For handling customer grievances, LEARN
technique is:

Igd RAerdl & fAuea & fow, @@ fr deeds -
A Listen, Empathise, Accept, React, Now forEesT
B Listen, Empathise, Apologize, React, Now foree,
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C Listen, Example, Apologize, Receive, Now e,
D Listen, Expert, Admit, React, Now forees, Tegue ,
wsfAe , Ruee |, a3

Answer: B

25 When customers are satisfied with the
service/product, they become the brand.
9 MeF FaUSE & W @ &, A § sis

g S €l

A Annoyed with & I&&T §

B Strangers to 3Sisifadl & fow

C Loyal to & 9fd dBIGR

D None of the above & & HIg off =gl

Answer: C

26 Listening to customer feedback and modifying
services help to

ATEhT T TTAThaT Foaad 3R Farsit & dNfed i &
_ @ Feg fAedr g

A Develop an ongoing relationship with customers
TEH & AT Th Tdd Gy fIwfad s

B Build long-term relationship with customers Mg &
YT EraIfoleh T FATT

C Become close to customers as they become loyal
customers IATEHT & U o] FAifeh d TPIER ATgh
S g

D All of the above FRR & HY

Answer: D

27 The 4 stages of getting customers are

IAMgeh o Hlal & 4 TROT gl

A Acquisition, Remember, Satisfaction, Loyalty

B Attention, Retention, Sales, €are, Ufaemor, S,
C Acquisition, Retention, Satisfaction, Loyalty

D Attention, Retention, Satisfaction, Loyalty €JTd,

Answer: C
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3T TTE A S & FT H ATl

@ S A E
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Open Mind Guruiji

Are: Jferard 77|

Note: Not Compulsory.

Open Mind Guruji
For More Updates


https://www.youtube.com/channel/UCn_aj5_jQMljFkinDY4nt8g

