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1 Objective of greeting a customer is.

IMghTeT 3ifAaTET FRUA IRTT IR

A To give the customer positive attention and engage

in conversation IATghIhs TRRIcHS 16T Ul 3TfoT
HHTYOTT STE 31807

B To make the customer feel welcome and important
ITEHTAT TARTATE 30T Hgccald JTeuITaTS!

C To make the customer feel welcome by making
eye contact, by smiling and greeting S5 U H&eT,

Answer: B

5 Probing questions helps you .

TRAT TITHUN IO JFETT Hed .

A To identify customer's specific needs ITgaredr
fafrse R NeEvITaTd

B To learn customer's pain point JTgehTAT dcaTl SITuTa

HUITHTS

C To introduce yourself well to the customer. JTgehrell

gad 31T TAAIET FFaT AGHIST TN TIETT drerd
D All of the above afir &I
Answer: D

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

ATERTAT HTAATE FIAAT FIET Heccdrd L P of&Tld
&arad?

A Acknowledge customer's presence Igehrdl 3UTEYCT
Jaar

B Make eye contact sToR $ &l

C Smile gdr

D All of the above afier &d

Answer: D

3 How should we greet a customer?

JTIUT gl HY ITHATGT FA?

A Ignore them TITEdThS Golal &l

B Wait for them to speak cIi<dT STToITIT Tcirall 3T
C Make them feel welcome I T &I

D None of the above alIeTdehr FTaler ATar

Answer: C

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

e ATghTen HfdaTee el Mg, Hfaree qot
FIUATATS! THET Wielordehl HIoTd faemeT aroRrd o faasr.
A What do you want? J#gTell &I g 31g?

B How may | help you? & 3T9ell TSR FAed Ho
Qrehclt?

C Why have you come? T 3Telld?

D Can you come later &gl #cR A3 Akl

Taa:dr NBW FET STITAT.

D Building trust so you can receive honest feedback.
faeare F#ATOT SO SUhEeT JFETell AR AT
A erhel.

Answer: A

6 Which of the following is not true?

G PO T ATE?

A Ask each customer the same set of questions.
YA IATgehTell FHTT 9T faanT.

B Ask the questions with a genuine focus on
understanding your customer in order to meet their
needs 39l HH[ HUATGR GIATOIR 8T i el
g faamr

C Only ask relevant questions ad T&fd 9 faanT
D Establish trust by focusing on customer needs and
not on your product. GHTAT 3cHleaATaY deg
IMGehTeAT INGIAY of8T shiged heel TaRaTE TEATA .
Answer: A

7 It is best to ask
asking questions.
g faardrEr gl TaIROr 3cd4A.
A Open & close ended 3T 30T & Tl
B Rude 3gc

C Personal 3afFde®

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

FIGUIATTAT ATl U 37T,
A Proper product suggestions 9 3cdigs H=Il
B Effective problem solving T$Tdar FATAT HISqor
C Build friendship &t fa&Tor #r
D No Progress W3TT =TT

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.

YT USS U 31T A AT 3cak 81 [ohal oAlel 319
arer oot S5 Uhd AT JMOT 3aiehel Tehd AT Scak
.

A TRUE g

B FALSE 3dca

Answer: A

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

G I Welledehl SHIUTCT Aselel T& Bl ?

A What &I

B How &

C why &&

D All of the above afier &d

Answer: D

11 Which of the following should be avoided during
probing?

AUTHIEF AT WlelTeldhl ST TTBIa?

A Interrupting the customer Mg 3SUBI JHTOTOr
B Listening carefully of&Tqder Vehcl 37

C Repeating JeRTged

D Summarizing GRTA

Answer: A

12 It is also important to pay attention to customer's
when probing .
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Jurgoly I ATgehrel
HAccaTd 3T8.

A Friends f&amr

B Dreams ¥Tdot

C Personal needs dafaddes IRaT
D Body language CgsTeir
Answer: D

F3 F8T Ul Tl

13
ensure that the customer pays for the product or

is the last and final step that will

service.
& Aaedr 3o HfAHA I Mg ST AEH
3caTet fhar JaETer H & A WET .
A Closing a sale/service fashl/&ar sg oy
B Greeting 3ifarceT
C Probing dtemel aa 3mg
D All of the above afler &d
Answer: A

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

#Hr 1 3IeAT 9 &€ qdhar #AsA? ;1 A1 F9T [T SF
H W2 & o 30T AR

A Indirect close 39cTel s

B Direct Close 3¢ §¢

C Close ended Question FellsT Us8 2T

D None of the above afierddir &TEIET ATEr

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:

SR AMgeh JAY 3cUleel fohar ar fashd O 8, o
T G STUATATS! WA HIUTT HH el TTfgor:
A Compel them to buy the product/service <=
ScUTEs/AaT TET HIUATH T qTST

B Offer the customer alternatives or other interesting
offers TG FATT fohaT SR FAARSTH 3BT 3THT HIT
C Argue with the customer ITgerefll arg dreldrd

D All of the above aqieT Td

Answer: B
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16 What is feedback?

$Igddh FEUTS HIA?

A Reaction or response to a product sold or service
offered fashr fhar 3T Felear Aaav wfafskar fohar
EIGEICY

B Talking behind someone Fum=al AT ool

C Speaking about someone without their knowledge

IIAT Adhadd TECITERA Slelo)
D All of the above adfieT @d
Answer: A

17 Feedback helps to

KIECIE o AGd AT,

A Improve the service daT FEURT

B Modify the process or system ufshar fhar womelr
quid &

C Meet customer satisfaction better Sfshar fahar womel
quiRd &

D All of the above afier &d

Answer: D

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

Mg FHAT/FHATAT ST BcledTedck HIOTAl Helr
FE?

A Ask, Solve f3=Rr, Hisar

B Ask, Act, Categorize TaaRI, STIET a1, JIifhI0T HIT
C Ask, Categorize, Act, Followup o=, gaffeRoT T,
FIIGT T, BIAI3T I

D Ask, Followup fa=mT, qroqrar 3T

Answer: C

19 Some ways to getting feedback include .
Hesdsh HABHauarear FEr ARMALYT § FAfase AR,
A Feedback forms 3if@uma wie

B Google Forms Google Wis

C survey tools TIETOT ATET

D All of the above aqa &4

Answer: D

20 Customers expect to be .

DIRED U 379eTT SHIdrd.
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A Welcomed politely sT&qor TaWTd ot

B Paid attention to given SuaTsHhs oeT o
C Immediate attention dicehled ol&T

D All of the above e ¥4

Answer: D

21 Feedback helps to .

U A Agd Al

A Improve future performance HfasaTclel HHATRY
FURT

B Make people write suggestions ehlall Fel
IGRECINCICH

C Get good job dmTeT AT A

D None of the above afierdshr FTEIET ATer

Answer: A

22 Customers have grievances when__

SiegT 31T gl AMghiAT dehil 3T,

A Their expectations and needs are not meet cIrear
3198&TT 30T IR GIOT Bl ATeied

B They don't want the product Tl 3cUiGel sThl 37T
C They want to be rude IAT 3gc @A 3

D None of the above afierddir FTEIET ATEr

Answer: A

23 If a customer has registered a complaint against
you, which of these steps should be followed.
ITYFRT HIUTCAT GIIATT GTeled hel TR,

A Receive the complaint dshR 9Tcd T

B Investigate dshiX 9TCd T

C Provide reasons & options for solving it o
HSIUITHTST HROT 0T AT &2m

D All of the above aqieT Td

Answer: D

24 For handling customer grievances, LEARN
technique is:

IMEHTIT THRY ETABUIETS, LEARN dF 3R

A Listen, Empathise, Accept, React, Now forEesT
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B Listen, Empathise, Apologize, React, Now ferEes,
C Listen, Example, Apologize, Receive, Now e,
D Listen, Expert, Admit, React, Now forces, Tegde ,
wsfAe , Ruee |, a3

Answer: B

25 When customers are satisfied with the

service/product, they become the brand.
SiegT ATgeh AAT/3cTTGATa FATHTAT 31T, gl o
CEACOLIGH

A Annoyed with T ARSI

B Strangers to 3lad@l STl

C Loyal to fasarad

D None of the above aiTerdehT FIEIET ATEr

Answer: C

26 Listening to customer feedback and modifying
services help to

G AT VHOT 0T AHALA FUROT H0 Fee
T

A Develop an ongoing relationship with customers
TR TAT FIY R U

B Build long-term relationship with customers DIEEIE
SreeTelleT HeY fIHATOT T

C Become close to customers as they become loyal
customers ITgsh THiaSS AMgeh SeledH]D Il Sidcd
=l

D All of the above a&iar &d

Answer: D

27 The 4 stages of getting customers are

Iek fAfavara 4 T 3Ted.

A Acquisition, Remember, Satisfaction, Loyalty HYTeT,
ST &dT, HATYT, foIsar

B Attention, Retention, Sales, of&T, &RuT, {3,

C Acquisition, Retention, Satisfaction, Loyalty YT,
ROTT, FATET, forsar

D Attention, Retention, Satisfaction, Loyalty o&T,
ROTT, FATET, foisar

Answer: C
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