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1. W
Natigpy ., "™ i
r'“‘tinnv he main purpose of customer
(
(;) Reduce Shles
) Bui
uild long-term  coustomer

rf‘hltimmhips

(C \
) Increase complaints

D
(D) Increase employee turnover

2, . '
dea; %‘ch quality is most important while
1ng with customers?

(A) Impatience
(B) Courtesy

(C) Aggression
(D) Negligence

3. Customer feedback helps organizations to
(A) ignore problems.
(B) improve products and services.
(C) increase costs.
(D) reduce quality.

4. A customer-oriented employee should
(A) focus only on sales.
(B) understand customer needs.
(C) ignore complaints.
(D) avoid communication.

5. Service quality can be improved through
(A) training and feedback.
(B) ignoring customers.
(O) delaying services.
(D) reducing staff.
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pec? A creates confusion:
ves coordination.

9. Listening carefully helps:
(A) Misunderstandings
(B) Better understanding
© Conflicts

(D) Errors

10, Respect in the w
orkplace cre
o ates
(B) positive environment
(C) discrimination
(D) conflict
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©) Casual Negligence
(D) Improper grooming

13. Workplace discipline helps
(A) increage efficiency
B) increase absenteeism
(©) reduce Productivity
(D) increase conflicts

14. A positive attitude leads to
(A) better performance.
(B) more complaints,
(C) low morale.
(D) poor relationships.

15. Time management helps employees:

(A) Meet deadlines
(B) Miss deadlines
(C) Delay work

(D) Increase stress
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18. Safety signs are used to
(A) decorate workplace. |
(B) provide safety information.
(®) advertise products.
(D) increase workload.

19. Emergency preparedness helps:
~ (A) reduce response time

(B) increase panic

(C) create confusion

(D) ignore risks

20. Continu :
) ous improvement in
SErvice means customer

(A) making large, irregular changes.
(B) stopping all changes.

(C) regular] :
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(A) Proper information
B) 8uesswork .
©) Tumors,

(D) assumptiong only,

23, Adaptability means
(A) resisting change,

(B) adjusting to new situations,
© avoiding learning.
(D) ignoring feedback.

24, Leadership involves

(A) guiding and motivating others
(B) controlling everyone

(C) avoiding responsibility
(D) working alone

25. Employability skills include
(A) communication.
(B) teamwork.
(C) problem-solving.
(D) All of the above.
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28, Online banking allows users to
(A) manage finance electronically.
B) avoid banks.
(C) print books.
(D) create advertisements.

29, UPI stands for
(A) Unified Payments Interface
(B) Universal Payment India
(C) Unique Payment Index
(D) United Public Interface

30. OTP is used for
(A) security verification.
(B) advertising.
(C) entertainment.
(D) banking charges.
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33. Investment means
(A) using noney to earn future returng
B) Spending Carelessly.
© borrowing money.
(D) avoiding savings,

34. Entrepreneurship requires
(A) innovation.
(B) risk-taking.
(C) initiative.
(D) All of the above

35. A successful entrepreneur is
(A) opportunity seeker.
(B) risk avoider.
(C) passive worker.
(D) follower only.
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mpathy means .
> ](EA)p understanding others feelings.

(B) ignoring emotions.

(C) criticizing people.
(D) avoiding communication.

40. Ethical behavior includes:
(A) Honesty

(B) Integrity

(©) Fairness

(D) All of the above
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41. Verbal
b Co uniCatioh
( ) Spﬂken w Uses

Ords‘
B) gestures gy,

(C) Syrnbols Only
(D) SilencB‘ *

42. Non-verba] ¢ .
(A) BOdy lazzli:::.‘catjﬂn includes
(B) Emails,
(D) I_.etters‘

43. Public speaking helps to improve
(A) Confidence,

(B) Fear.

(C) Isolation.

(D) Stress.

44. Grammar helps to

(A) correct communication
(B) increase mistake

(C) reduce understanding
(D) avoid learning

45. Vocabulary refers to
(A) collectionof wordsknown by aperson

(B) grammar rules
(C) pronunciation only

(D) writing style
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47, Career development involves
' (A) skill enhancement.

(B) goal setting.
(C) learning opportunities.
(D) Allof the above

48. SMART goals should be
(A) Specific.
(B) Measurable.
(C) Time-bound.
(D) All of the above

49. A resume is used for:
(A) Job applications -
(B) Shopping
(C) Entertainment
(D) Banking

50. Interviews help employers to
(A) assess candidates.
(B) sell products.
(C) reduce communication.
(D) avoid recruitment.
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C usmmer retention means
I A keeping existing customers,
®) Josing customers.
(C) ignoﬂl’lg customers,
o reducing service quality,

getail merchandising focuses on
A product presentation.

®) employee attendance,

© accounting only.

D) recruitment.

53. Inventory refers to
(A) Stock of goods.
(8) Employee list.
(C) Customer records.

(D) Sales report.

54. Stock management helps to

(A) avoid shortages.

(B) increase waste.

(C) reduce planning.
(D) increase confusion.

§5. Sales promotion aims 10

(A) increase sales.

(B) reduce customers.

(C) increase cOSts.
{D) reduce visibility.
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56. Discnums are offeveq 1o

(A)
B)
(©)
D)

attracy CUstomeyg,
Teduce Sales.
increase Complaints,
avoid Marketing,

S7. Customer relationship management (CRM)
helps to

(A)
(B)
(&)
(D)

Mmaintaip Customer relationship.
increase conflicts,

ignore customers.

reduce service quality.

S8. Workplace motivation improves

(A) Performance.
(B) Absenteeism.
(C) Conflicts.
(D) Stress

59. Recognitioh of employees leads to
(A) higher morale.
(B) dissatisfaction.
(C) reduced productivity.
(D) conflict.

60. Continuous improvement helps

organizations to
(A) achieve long-term success.
(B) become stagnant.
(C) ignore customers.
(D) reduce innovation.
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