
 
 
 
 

SET-1 
 
Q 1. While composing an email as reply to customer’s 
complaint, which of the following will you avoid to 
express your concern regarding the difficulty caused to 
the customer? 
xzkgd dh f’kdk;r dh mRrj ds :i esa bZesy fy[krs le;] xzkgd dks 

gksus okyh dfBukbZ ds ckjs esa vkidh fprk O;Dr djus ds fy, vki 

fuEufyf[kr esa ls fdlls cpsaxs\ 

 
A. “Perfect, I am really glad to hear that! How may I help 
you today?” 
  ^^fcYdqy lgh] eq>s ;g lqudj [kq’kh gqbZ! vkt eSa vkidh dSls enn 

dj ldrk gw¡\** 

B. “I am really sorry to hear that. Is there anything I can 
do to help you?” 
 ^^eq>s ;g lqudj okdbZ nq[k gqvkA D;k eSa vkidh enn djus ds fy, 

dqN dj ldrk gw¡\** 

C. “Sorry for the inconvenience. Let’s see what I can do.” 
 ^^vlqfo/kk ds fy, {kek djsaA ns[krk gw¡ fd eSa D;k dj ldrk gw¡A** 

D. “I apologize on behalf of my company. Let’s see what 
I can do.” 
 ^^eSa viuh daiuh fd vksj ls ekQh ekaxrk gw¡A ns[krk gw¡ fd eSa D;k 

dj ldrk gw¡A** 

 

Q 2. While chatting with a customer if you have to put 
him/her on hold for reviewing some information, then 
which of the following message should you avoid 
sending to the customer? 
fdlh xzkgd ds lkFk ckrphr djrs le; ;fn vkidks dqN lwpukvksa dh 

leh{kk djus ds fy, mldks gksYM ij j[kuk iM+rk gS] rks vkidks 

fuEufyf[kr esa ls dkSu lk lans’k xzkgd dks Hkstus ls cpuk pkfg,\ 

 

A. “If you’re comfortable holding for just a moment, 
we’ll review you information and have an answer  for 
you shortly” 

  ^^;fn vkidks gksYM djus esa ijs’kkuh u gks rks dqN nsj ds fy,] ge 

vkidh tkudkjh dh leh{kk djsaxs vkSj vkidks ’kh?kz gh bldk mRrj 

fn;k tk;sxk** 

B. “It may take us a moment to review that information 
– may we put you on hold?” 

  ^^bl tkudkjh dh leh{kk esa gesa dqN le; yx ldrk gS&D;k ge 

vkidks gksYM ij Mky ldrs gSa\** 

C. “We apologize, but all of our agents are currently 
assisting other customers. Please hold for the next 
available agent” 

  ^^ge ekQh ek¡xrs gSa] ysfdu gekjs lHkh ,tsaV orZeku esa vU; xzkgdksa 

dh lgk;rk dj jgs gSaA dÌ;k vxys ,tsaV ds fy, gksYM djsa** 

D. “Is it okay for me to put you on hold for just a 
moment?” 

  ^^D;k ;g Bhd jgsxk vxj eSa vkidks dqN le; ds fy, gksYM ij 

Mky n¡w\** 

 

Q 3. While composing an email to inform a customer 
about the progress of his/her complaint  regarding  an 
unresolved issue, which of the following information 
should be avoided in the email? 
fdlh vulqy>h leL;k ds laca/k esa viuh f’kdk;r dh izxfr ds ckjs esa 

,d xzkgd dks lwfpr djus ds fy, bZesy fy[krs le;] fuEufyf[kr esa 

ls dkSu lh tkudkjh bZesy esa nsus ls cpuk pkfg,\ 

 

A. Time required for resolution 
  lek/kku ds fy, vko’;d le; 

B. Resolution related details 
  lek/kku lEcaf/kr tkudkjh 

C. Customer’s payment records 
  xzkgd dk Hkqxrku fjdkWMZ 

D. Type of resolution to be given 
  fn, tkus okys lek/kku dk izdkj 

 

Q 4. Which of the following questions should you ask 
from a customer if he/she sends you the given 
screenshot of an error? 
1. What is the system configuration? 
2. Is the program you are running properly installed or 
not? 
3. What was the cost of the application? 
fuEufyf[kr esa ls dkSu lk iz’u vkidks xzkgd ls iwNuk pkfg, ;fn og 

vkidks nh xbZ =qfV ¼,jj½ dk LØhu’kkWV Hkstrk gSa\ 

1- flLVe dkWfUQzxjs’ku D;k gS\ 

2- D;k vki tks izksxzke baLVkWy dj jgs gS] ;g Bhd ls py jgk gS ;k 

ugha\ 

3- ,Iyhds’ku dh ykxr D;k Fkh\ 

       aApplication 
   the application was unable to not ready program. It 
is close the application 
 
 
A. Only 1 and 2 
  dsoy 1 vkSj 2 

B. Only 3 
 dsoy 3 

C. Only 1 and 3 
  dsoy 1 vkSj 3 

D. Only 2 and 3 
  dsoy 2 vkSj 3 



Q 5. Which of the following is the most appropriate 
method of emphasizing a certain word or statement, 
while replying to a customer over an email? 
fuUefyf[kr esa ls D;k ,d bZesy ij ,d xzkgd dks tokc nsrs le; 

,d fuf’pr ’kCn ;k dFku ij tksj nsus dk lcls mi;qDr mfpr rjhdk 

gS\ 

A. Hi [Customer], 
  We have processed your refund request 
  successfully. You should expect to see the amount 
  re-appear in Your bank account in the next four to  
  six working days. 
  Best regards, 
  [your name] 
B. Hi [Customer], 
  We have processed your refund request 
  successfully. You should expect to see the amount 
  re-appear in Your bank account in the next four to  
  six working days. 
  Best regards, 
  [your name] 
C. Hi [Customer], 
  We have processed your refund request 

  successfully. You should expect to see the amount 
  re-appear in Your bank account in the next four 
to  
  six working days. 
  Best regards, 
  [your name] 
D. Hi [Customer], 
  We have processed your refund request 
  successfully. You should expect to see the amount 
  re-appear in Your bank account in the next four to  
  six working days. 
  Best regards, 
  [your name] 
Q 6. While resolving the queries of a customer regarding 
his/her operating system installation, if you have to take 
the access of the customer’s system screen, then which 
of the following software will you use? 
xzkgd ds vkWijsfVax flLVe ds baLVkWys’ku ds laca/k esa xzkgd ds iz’uksa dk 

lek/kku djrs le;] ;fn vkidks xzkgd dh flLVe LØhu dk mi;ksx 

djuk gS] rks vki fuUefyf[kr esa ls fdl lkW¶Vos;j dk mi;ksx djsaxs\ 

 
A. Ms-Excel 
B. Team Viewer 
C. Power Point 
D. Ms-Word 
 
Q 7. While recording the resolution of customer’s 
queries in the organizational query management tool, 
which of the following points should be recorded? 

1. Type of query 
2. Description of the resolution provided 
3. Customer’s medical history 
laxBukRed leL;k izca/ku Vwy esa xzkgdksa ds iz’uksa ds lek/kku dks 

fjdkWMZ djrs le;] fuEufyf[kr esa ls fdu fcUnqvksa dks ntZ fd;k tkuk 

pkfg,\ 

1- loky dk izdkj 

2- iznku fd, x, lek/kku dk fooj.k 

3- xzkgd dk fpfdRlk bfrgkl 

 

A. Only 2 and 3 
  dsoy 2 vkSj 3 

B. Only 1 and 3 
  dsoy 1 vkSj 3 

C. Only 3 
 dsoy 3 

D. Only 1 and 2 
  dsoy 1 vkSj 2 

 

Q 8. If you cannot understand the type of query while 
recording the query resolution in the tool, then whom 
will you contact to clarify your doubt? 
;fn vki Vwy esa leL;k lek/kku dks fjdkWMZ djrs le; leL;k ds 

izdkj dks ugha le> ik jgs gSa] rks vki vius lansg dks Li"V djus ds 

fy, fdlls laidZ djsaxs\ 

 

A. HR Manager 
  ,pvkj eSustj 

B. Housekeeping Staff 
     gkmldhfiax LVkQ 

C. Your Manager 

 vkids izca/kd 

D. Admin 

 O;oLFkkid ¼,Mfeu½ 

 

Q 9. If a customer shares the following screenshot with 

an email, the which of the following type of query does 

the customer has? 

;fn dksbZ xzkgd ,d bZesy ds lkFk fuEufyf[kr LØhu’kkWV lk>k djrk 

gS] rks xzkgd ds ikl fuEu esa ls fdl izdkj dk iz’u gSa\ 

 

A. Operating system related 

 vkWijsfVax flLVe lacaf/kr 

B. Network related 
 usVodZ lacaf/kr 

C. Antivirus related 

 ,aVhok;jl lacaf/kr 

D. Hardware related 

 gkMZos;j lacaf/kr 

 



Q 10. While committing the resolution time of an 

unresolved query to a customer, which of the following 

will you ensure first? 

1. Standard resolution time provided by your 

organization for a specific problem 

2. Financial status of the customer 

3. Availability of resources to resolve the problem 

xzkgd dks vulqy>h leL;k dk lek/kku dk le; nsrs gq,] 

fuEufyf[kr esa ls D;k vki igys lqfuf’pr djsaxs\ 

1- fdlh fof'k"V leL;k ds fy, vkids laxBu n~okjk iznku fd;k x;k 

ekud lek/kku le; 

2- xzkgd dh foRrh; fLFkfr 

3- leL;k ds lek/kku ds fy, lalk/kuksa dh miyC/krk  

 

A. Only 1 and 3 

 dsoy 1 vkSj 3 

B. Only 1 and 2 

 dsoy 1 vkSj 2 

C. Only 2 and 3 

 dsoy 2 vkSj 3 

D. Only 2 

 dsoy 2 

 

Q 11. While nothing the query resolution, which of the 

given guidelines should be avoided? 
leL;k lek/kku dks /;ku esa j[krs gq,] fn, x, fn’kkfunsZ’kksZa esa l s fdlls 

cpuk pkfg,\ 

A. Record the resolution in an accurate manner 
 lek/kku dks mfpr rjhds ls fjdkWMZ djus ls  

B. Record the resolution in a complete manner 

 lek/kku dks iw.kZ rjhds ls fjdkWMZ djus ls  

C. Record the resolution in an incomplete formate 

 lek/kku dks ,d viw.kZ izk:I esa ntZ djus ls 

D. Record the resolution in a proper format 

 lek/kku dks ,d mfpr izk:I esa ntZ djus ls 

 

Q 12. While dealing with a customer, you required the 

customer’s bank account summary for processing a 

request. The customer denies sharing the required data 

as he/she feels that the data can be misused. To ensure 

the customer that his/her data is secure with you, which 

of the following organizational policies will you share 

with the customer? 

xzkgd ls ckr djrs le;] vkidks fjDosLV izkslsl djus ds fy, xzkgd 

ds cSac vdkmaV ds lkj dh vko’;drk gksrh gSA xzkgd vko’;d MsVk 

lk>k djus ls budkj djrk gS D;ksafd mls yxrk gS fd MsVk dk 

nq:i;ksx fd;k tk ldrk gSA xkzgd dks ;g lqfuf’pr djus ds fy, 

fd mldk MsVk vkids lkFk lqjf{kr gS] vki fuEufyf[kr esa ls fdl 

laxBUkkRed uhfr;ksa dks xzkgd ds lkFk lk>k djsaxs\ 

 

A. Clear desk policy 

 Li"V MsLd uhfr 

B. Employee retention policy 
 deZpkjh izfr/kkj.k uhfr 

C. Health and safety policy 

 LokLFk vkSj lqj{kk uhfr 

D. Confidentiality policy 

 xksiuh;rk uhfr 

 

Q 13. Arrange the following steps of recording the 

resolution of the queries in the organization’s query 

management tool in the correct order of sequence. 

1. Problem statement 

2. Steps to diagnose 

3. Cause of the problem 

4. Resolution 

vuqØe ds lgh Øe esa laxBu ds leL;k izca/ku Vwy esa iz’uksa ds 

lek/kku dks fjdkWMZ djus ds fuEufyf[kr pj.kksa dks O;ofLFkr djsaA 

1- leL;k ds fy, dne  

2- lek/kku ds fy, dne 

3- leL;k dh tM+ 

4- lek/kku 

 

A. 3-1-2-4 

B. 1-4-3-2 

C. 2-1-3-4 

D. 1-3-2-4 

 

Q 14. If there is a query regarding the credit of amount 

in a customer’s account as per the product return policy, 

then which of the following departments should you 

consult you confirm the query? 

;fn mRikn okilh uhfr ds vuqlkj fdlh xzkgd ds [kkrs esa jkf’k ds 

ØsfMV ds ckjs esa dksbZ iz’u gS] rks leL;k dh iqf"V djus ds fy, vkidks 

fuEufyf[kr esa ls fdl foHkkx ls ijke’kZ djuk pkfg,\ 

A. Security 
 lqj{kk ¼flD;wfjVh½ 

B. Accounts  

 vdkmUV~l 

C. HR 

    ,pvkj 

D. Safety 

    lqj{kk 

 



Q 15. Arrange the following steps in the correct 

sequence for understanding and confirming a query 

posted by a customer. 

1. Reading the customer’s query carefully 

2. Obtaining the customer’s confirmation on your 

understanding 

3. Identifying the importance of the customer’s query 

4. Summarizing your understanding of the customer’s 

query 

xzkgd n~okjk iksLV dh x;h leL;k dks le>us vkSj iqf"V djus ds fy, 

fuEufyf[kr pj.kksa dks lgh Øe esa O;ofLFkr djsaA 

1- xzkgd ds iz’u dks /;kuiwo Zd lquuk 

2- viuh le> ls xzkgd dh  iqf"V izkIr djuk  

3- xzkgd ds iz’u ds egRo dh igpku djuk  

4- xzkgd ds iz’uksa ds ckjs esa viuh le> dks lkjka’k esa is’k djuk 

 

A. 2-1-3-4 

B. 1-2-4-3 

C. 1-3-4-2 

D. 1-3-2-4 

 

Q 16. While chatting with an irate customer regarding 

his/her complaint, which of the following need to be 

done? 
viuh f’kdk;r dks ysdj Øksf/kr xzkgd ds lkFk pSV djrs le;] 

fuEufyf[kr esa ls D;k fd;k tkuk pkfg,\ 

 

A. Refer the complaint to authorized personnel only to 

assure resolution 
 lek/kku lqfuf’fpr djus ds fy, f’kdk;r vf/kdr̀ dehZ dks c<+kuh 

pkfg, 

B. Interrupt the customer while he or she is stating the 

complaint  

 tc xzkgd f’kdk;r ntZ dj jgk gks rks mls ckf/kr djuk pkfg, 

C. Tell him/her that it’s your company’s fault and not 

yours 

 muls dguk pkfg, fd ;g vkidh daiuh dh xyrh gS vkidh ugha 

D. Give an emotional response to the customer 

 xzkgd dks HkkoukRed izfrfØ;k nsuh pkfg, 

 

Q 17. Match the following queries as per the categories 
provided. 
Categories: 
1. Provisioning  
2. Complaint 
3. Feedback 
Queries: 

A. Asking for temporary access to a particular facility 
B. Providing zero rating for customer support 
C. Reporting an issue with the product or service and 
asking for a resolution 
iznku dh xbZ Jsf.k;ksa ds vuqlkj fuEufyf[kr iz’uksa dk feyku djsaA 

Js.kh% 

1- izko/kku 

2- f’kdk;r 

3- izfrfØ;k ¼QhMcSd½ 

leL;k,a% 

1- fdlh fo'ks"k lqfo/kk rd vLFkk;h igq¡p ds fy, iwNuk 

2- xzkgd lgk;rk ds fy, ’k wU; jsfVax iznku djuk 

3- mRikn ;k lsok ds lkFk ,d leL;k dh fjiksVZ djuk vkSj ,d 

lek/kku ds fy, iwNuk 

A. 1-C, 2-B, 3-A 
B. 1-C, 2-A, 3-B 
C. 1-A, 2-B, 3-C 
D. 1-A, 2-C, 3-B 
 
Q 18. If a customer expresses his/her dissatisfaction 
when you confirm query resolution via email, then which 
of the following actions should you take? 
;fn dksbZ xzkgd bZesy ds n~okjk leL;k lek/kku dh iqf"V djrs le; 

viuk vlarks"k O;Dr djrk gSa] rsk vkidks fuEufyf[kr esa ls dkSu lh 

dkjZokbZ djuh pkfg,\ 

 
A. Inform the customer that you have handled the query 
effectively 
  xzkgd dks lwfpr djuk pkfg, fd vkius leL;k dks izHkkoh <ax ls 

laHkkyk gS 

B. Express your regret and close the email 
communication 
  viuh vksj ls [ksn O;Dr djuk pkfg, vkSj bZesy laokn can dj nsuk 

pkfg, 

C. Ask the customer to escalate the concern 
  xzkgd ls bl leL;k dks vkxs c<+kus ds fy, dguk pkfg, 

D.  Ask for clarification wherever required and give a 
better resolutions as per the customer’s requirement 
tgka Hkh vko’;drk gks] Li"Vhdj.k ds fy, iwNuk pkfg, vkSj xzkgd 

dh vko’;drk ds vuqlkj csgrj lek/kku  nsuk pkfg, 

 

Q 19. If a customer has complained about an unresolved 
issue over chat, then what will you do to express your 
concern? 
;fn fdlh xzkgd us pSV ij ,d vulqy>h leL;k ds ckjs esa f’kdk;r 

dh gS] rks vki viuh fpark O;Dr djus ds fy, D;k djsaxs\ 

A. Apologize to the customer immediately and ensure 
proper help 
  xzkgd ls rqjar ekQh ekaxsaxs vkSj mfpr enn lqfuf’pr djsaxs 

B. Ask the customer to contact after a few days 
  xzkgd dks dqN fnu ckn laidZ djus ds fy, dgsaxs 

C. Try to fix the blame over the customer 
  xzkgd ij nks"k c<+saxs 



D. Ask the customer to directly contact the field service 
team 
  xzkgd dks lh/ks lfoZl Vhe ls laidZ djus ds fy, dgsaxs 

 

Q 20. To verify a customer uniquely, which of the 
following details should be collected from him/her? 
fdlh xzkgd dks fof'k"V :i ls lR;kfir djus ds fy,] fuEufyf[kr 

fooj.kks esa ls D;k mlls ,d= fd;k tkuk pkfg,\ 

 

A. Registered mobile number 
  iathdr̀ eksckby uacj 

B. Address of the customer 
  xzkgd dk irk 

C. PIN code of the customer 
  xzkgd dk fiu dksM 

D. Name of the customer 
  xzkgd dk uke 

 

Q 21. If a customer complains regarding an issue which 
is not catered by your department, then which of the 
following is the correct way of suggesting a transfer of 
chat to the concerned department? 
;fn dksbZ xzkgd fdlh ,sls eqÌs ds ckjs esa f’kdk;r djrk gS ftls vkids 

foHkkx n~okjk iwjk ugha fd;k tkrk gS] rks lacaf/kr foHkkx dks pSV ds 

VªkalQj dk lq>ko nsus dk fuEufyf[k esa ls dkSu lk lgh rjhdk gS\ 

A. I’m sorry for the confusion, but this department 
doesn’t have information on that topic. Would it be 
alright if I transferred you to the correct department? 
bl xM+cM+ ds fy, eq>s [ksn gSa] ysfdu bl foHkkx ds ikl ml 

fo"k; dh tkudkjh ugha gSA ;fn eSa vkidks lgh foHkkx esa 

LFkkukarfjr dj nw¡ rks D;k ;g Bhd gksxk\ 

B.   All of the mentioned options 
    mfYyf[kr lHkh fodYi 

C.   Unfortunately, I’m afraid I don’t have the ability to 
accommodate your request. However *agent name* 
is specialized in this type of situation and would be 
happy to speak with you. Is it okay with you if I 
transfer you to *agent name*? 
nqHkkZX; ls] eq>s Mj gS fd esjs ikl vkids vuqjks/k dks lek;ksftr 

djus dh {kerk ugha gSA gkykafd] ^,tsaV dk uke* bl izdkj dh 

fLFkfr esa fof'k"V gS vkSj vkids lkFk ckr djus esa [kq’kh gksxhA D;k 

;g vkidks Lohdkj gksxk vxj eSa vkidks ^,tsaV uke* ij 

LFkkukarfjr djrk gw¡\ 

D.   I apologize for the miscommunication, but this 
department isn’t   equipped to handle that kind of     
inquiry. Would be alright if transferred you to the 
correct department? 

   eSa xyrQgeh ds fy, ekQh ekaxrk gw¡] ysfdu ;g foHkkx ml rjg 

dh tkap dks laHkkyus ds fy, ftEesnkj ugha gSA ;fn eSa vkidks 

lgh foHkkx esa LFkkukarfjr dj nw¡ rks D;k ;g Bhd gksxk\ 

 

Q 22. If you get the following screenshots from the 
customers, then which of the following you register as a 
problem with the antivirus activation? 

;fn vkidks xzkgdks ls fuEufyf[kr LØhu’kkWV feyrs gSa] rks fuEu esa ls 

vki ,aVhok;jl ,fDVos’ku ds lkFk leL;k ds :i esa D;k jftLVj 

djsaxs\ 

A. Component” asig32.dill” or one of its dependencien 
not correctly. 
B. Windows 7 
C. Protection Expired 
D. Windows 10 
 
Q 23. What could be the possible reason for the given 
error that you should record in the query management 
tool of your organization? 
nh xbZ =qfV dk laHkkfor dkj.k D;k gks ldrk gS ftls vkidks vius 

laxBu ds leL;k izca/ku Vwy esa fjdkWMZ djuk pkfg,\ 

   

   My Computer 
  

 

A. The external hard drive is corrupt. 
  ,DlVuZy gkMZ Mªkbo [kjkc ¼djIV½ gS 

B. Internet is not connected 
 baVjusV dusDV ugha gS 

C. Operating system is outdated 
  vkWijsfVax flLVe iqjkuk gSA 

D. IP address conflict 
  vkbZih ,Mªsl dk esy ugha [kkrk gS 

 

Q 24. You have an unread customer query over an email. 
Which of the following can be helpful in carefully 
interpreting the information shared by the customer? 
vkids ikl bZesy ij xzkgd dh fcuk i<+h gqbZ leL;k gSA fuEufyf[kr 

esa ls D;k xzkgd n~okjk lk>k dh xbZ tkudkjh dh lko/kkuhiwoZd 

O;k[;k djus esa lgk;d gks ldrk gS\ 

 

A. Reading through the information as quickly as 
possible 
  fturh tYnh gks lds tkudkjh dks i<+uk 

B. Interpreting the information from the subject of the 
email 
  bZesy ds lCtsDV ls tkudkjh dks le>uk 

C. Reading the information completely and summarizing 
your understanding 
  tkudkjh dks iwjh rjg ls i<+uk vkSj la{ksi esa le>uk 

D. Reading only the bits of information that are 
important 
  tkudkjh ds dsoy mu Hkkxks dks i<+uk tks egRoiw.kZ gSa 

 

Q 25. Under which of the following categories will you 
record the system error given in the image below. 
fuEu esa ls fdl Js.kh ds rgr vki uhps nh xbZ Nfo esa fn, x;s 

flLVe =qfV dks fjdkWMZ djsaxsA 

 

A. Access denial   
 izos’k fu"ks/k 



B. Security 
  lqj{kk ¼flD;wfjVh½ 

C. Low system memory 
 yks flLVe eseksjh 

D. Incorrect password 
  xyr ikloMZ 

 

Q 26. While dealing with a customer, which of the 
following should be considered to establish a smooth 
chat conversation with the customer? 
1. Greet the customer appropriately 
2. Read and understand the customer’s concern 
carefully  
3. Apologize for the unresolved issue 
xzkgd ds lkFk O;ogkj djrs le;] fuEufyf[kr esa ls fl ij fopkj 

fd;k tkuk pkfg, fd xzkgd ds lkFk ckrphr gks\ 

1- xzkgd dk mfpr :i ls vfHkoknu djuk 

2- xzkgd dh leL;k dks /;ku ls i<+uk vkSj le>uk 

3- vulqy>h leL;k ds fy, ekQh ekaxuk 

 

A. Only 2 and 3 
  dsoy 2 vkSj 3 

B. All 1, 2, and 3 
 1] 2] vSj 3 lHkh 

C. Only 1 and 3 
 dsoy 1 vkSj 3 

D. Only 1 and 2 
  dsoy 1 vkSj 2 

 

Q 27. If a customer has been delivered the wrong 
product via an e-commerce company, the what action 
should you take for resolution? 
;fn fdlh xzkgd dks bZ&dkWelZ daiuh n~okjk xyr mRikn fn;k x;k gS] 

rks vkidks lek/kku ds fy, D;k dkjZokbZ djuh pkfg,\ 

 

A. Ask the customer to place another purchase order for 
the right product 
 xzkgd dks lgh mRikn ds fy, ,d vkSj [kjhn vkWMZj nsus ds fy, 

dguk pkfg, 

B. Cancel the customer order 
  xzkgd ds vkWMZj dks jÌ dj nsuk pkfg, 

C. Arrange for the return of wrong product and the 
delivery of right product 
  xyr mRikn dh okilh vkSj lgh mRikn dh fMyhojh dh O;oLFkk 

djuh pkfg, 

D. Suggest the customer to keep the wrong product 
  xzkgd dks xyr mRikn j[kus dk lq>ko nsuk pkfg, 

  

Q 28. While confirming the status of resolution over an 
email regarding usage of a computer peripheral, which 
of the following can be attached with the mail for better 
service? 
daI;wVj isfjQsjy ds mi;ksx ds ckjs esa bZesy ij lek/kku dh fLFkfr dh 

iqf"V djrs gq,] fuEufyf[kr esa ls fdls csgrj lsok ds fy, esy ds lkFk 

layXu fd;k tk ldrk gS\ 

 

A. Service center booklet 
  lsok dsanz iqfLrdk ¼lfoZl lsaVj cqdysV½ 
B. User Manual 
 ;wtj eSuwvy 

C. Warranty details booklet 
  okjaVh ds fooj.k dh cqdysV 

D. Troubleshooting gude 
 
Q 29. If you are not able to confirm the gender of a 
customer by his/her name i.e. Santosh Singh, then which 
of the following is the most appropriate way to greet the 
customer? 
;fn vki fdlh xzkgd ds fyax dh iqf"V mlds uke ls ugha dj ik jgs 

gSa tSls larks"k flag] rks xzkgd dk vfHkoknu djus ds fy, fuEufyf[kr 

esa ls dkSu lcls mi;qDr rjhdk gS\ 

 

A. Hello, Mrs. Santosh 
  ueLrs] Jherh larks"k 

B. Hello, Mr. Singh 
  ueLrs] Jh larks"k 

C. Hi, Singh 
  ueLrs] flag 

+D. Hello, Santosh Singh 
   ueLrs] larks"k flag 

 

Q 30. If your are chatting with a customer who wants a 
refund of the subscription amount after cancelling the 
subscription of your services as he/she is moving abroad, 
then from  which department should you take the 
advice? 
 
A. Accounts 
  vdkmUV~l 

B. Testing 
  VsfLVax 
C. Production 
  izksMD’ku  
D. Housekeeping 
  gkmldhfiax 

 

Q 31. 1. Running the spell-check tool 
2. Removing the grammatical errors 
3. Incorrect use of abbreviations 
4. Cross-check the attachments, if provided any 
xzkgd dks bZesy  fy[krs le;] fuEufyf[kr esa ls fdl ij /;ku fn;k 

tkuk pkfg,\ 

1- Lisy psd Vwy dks pykuk 

2- O;kdj.k dh =qfV;ksa ¼,jj½ dks gVkuk 

3- laf{kIrhdj.k ¼,fCczos’ku½ dk xyr mi;ksx 

4- vxj vVSapesaV~l gSa rks mudh tkap fQj ls djuk 

 

 
A. Only 1, 2, 4, and 5 



  dsoy 1] 2 ]4 vkSj 5 

B. Only 1 and 3 
  dsoy 1 vkSj 3 

C. Only 1, 2, and 3 
 dsoy 1] 2] vkSj 3  

D. Only 1, 2, and 5 
  dsoy 1] 2] vkSj 5 

 

Q 32. You have to ensure the efficient management of 
resources and maintain the confidentiality of data. 
Which of the following actions will assist you for the 
same? 
vkidks lalk/kuksa dk dq’ky izca/ku lqfuf’pr djuk gS vkSj MsVk dh 

xksiuh;rk cuk, j[kuh gSA blds fy, fuEufyf[kr dk;ksZ esa ls dkSu 

vkidh lgk;rk djsxk\ 

 

A. All of the mentioned options 
  mYys[k fd, x, lHkh fodYi  

B. Proper coordination with the team  
  Vhe ds lkFk mfpr rkyesy 

C. Proper distribution of allocated resources 
  vkoafVr lalk/kuksa dk mfpr forj.k 

D. Treat confidential information correctly 
  xksiuh; tkudkjh dk lgh <ax ls izca/ku djuk 

 

Q 33. If a customer requests you to share data of 
another customer in exchange for money, then what 
action will you take? 
;fn dksbZ xzkgd vkils iSls ds cnys fdlh vU; xzkgd dk MsVk lk>k 

djus dk vuqjks/k djrk gS] rks vki D;k dkjZokbZ djsaxs\ 

 

A. Blacklist the customer and complain about him/her 
 xzkgd dks CySdfyLV djsaxs vkSj mlds ckjs esa f’kdk;r djsaxs 

B. Disrespect the customer on making such request 
  bl rjg ds vuqjks/k djus ij xzkgd dk vuknj djsaxs 

C. Inform your supervisor about the situation 
  blds ckjs esa lqijokbtj dks lwfpr djsaxs 

D. Accept the money and share the data 
  iSls Lohdkj djsaxs vkSj MsVk lk>k djsaxs 

 

Q 34. Identify the work desk that is well-organized and 
will help you create a good impression on your 
colleagues. 
ml odZ MsLd dh igpku djsa tks vPNh rjg ls O;ofLFkr gS vkSj 

vkidks vius lg;ksfx;ksa ij ,d vPNk izHkko cukus esa enn djsxkA 

 

A. 
B. 
C. 
D. 
 
Q 35. Arrange the following steps in a meaningful order 
for utilizing your time and resources effectively while 
completing the assigned tasks. 

1. Complete the tasks using the allocated resources 
2. Prioritize the tasks based on their importance 
3. Allocate the resources bases on the task priority 
4. Free the resources after the task completion 
;fn x, dk;Z dks iwjk djrs le; vius le; vkSj lalk/ku ¼fjlkslZ½ dk 

izHkkoh <ax ls mi;ksx djus ds fy, fuEufyf[kr pj.kksa dks lkFkZd Øe 

esa O;ofLFkr djsaA 

1- vkoafVr lalk/kuksa ¼fjlkslZ½ dk mi;ksx djds dk;Z dks iwjk djuk 

2- dk;ksZ dks muds egRo ds vk/kkj ij izkFkfedrk nsuk 

3- dk;Z izkFkfedrk ds vk/kkj ij lalk/kuksa dk vkoaVu djuk 

4- dk;Z iwjk gksus ds ckn lalk/kuksa ¼fjlkslZ½ dks eqDr djuk 

 

A. 2-3-4-1 
B. 1-2-3-4 
C. 1-3-2-4 
D. 1-4-2-3 
 
Q 36. You have a send a customer’s bank account 
information to your colleague in another city via 
internet. Which of the following measures will you take? 
1. Encrypt the file 
2. Use trusted or verified applications 
3. Use public internet services or routers  
4. Share the file without securing it 
vkidks baVjusV ds ek/;e ls fdlh vU; ’kgj esa vius lg;ksxh dks 

xzkgd ds cSad [kkrs dh tkudkjh Hkstuh gSA vki fuEu esa ls dkSu lk 

rjhdk viuk,axs\ 

1- Qkby dks ,ufØIV djsaxs 

2- fo’oluh; ;k lR;kfir ,Iyhds’ku dk mi;ksx djsaxs 

3- ifCyd baVjusV lsok ;k jkmVj dk mi;ksx djsaxs 

4- Qkby dks fcuk lqjf{kr fd, ’ks;j djsaxs 

 

A. Only 1 and 4 
  dsoy 1 vkSj 4 

B. Only 1 and 3 
  dsoy 1 vkSj 3 

C. Only 1 and 2 
  dsoy 1 vkSj 2 

D. Only 3 and 4 
  dsoy 3 vkSj 4 

 

Q 37. Your colleague suggests you to maintain a record 
of completed and pending tasks in a respective format 
for managing the work efficiently. What will you do in 
this situation? 
vkidk lgdehZ vkidks dq’kyrk ls dk;Z izca/ku ds fy,] lacaf/kr izk:i 

¼QkWesZV½ esa iw.kZ fd;s tk pqds vkSj yafcr ¼isafMx½ dk;ksZ dk fjdkWMZ cuk, 

j[kus dk lq>ko nsrk gSA bl fLFkfr esa vki D;k djsaxs\ 

 

A. Prepare the record as per the requirement 
  vko’;drk ds vuqlkj fjdkWMZ rS;kj djsaxs 

B. Ask you colleague to work himself /herself over the 
record 
  vius lgdehZ dks [qkn gh fjdkWMZ ij dke djus dks dgsaxs 



C. Inform your colleague that maintaining the record is a 
waste of time 
  lgdehZ ls dgsaxs fd fjdkWMZ dk j[k j[kko le; dh cckZnh gS 

D. Ignore your colleague’s suggestion 
lgdehZ ds lq>ko dks utjvankt djsaxs 

 

 
Q 38. What will you do for establishing a good work 
relationship with your colleagues and maintaining 
cleanliness at your workplace? 
dk;ZLFky ij vius lgdfeZ;ksa ds lkFk vPNs dk;Z laca/k LFkkfir djus 

vkSj LoPNrk cuk, j[kus ds fy, vki D;k djsaxs\ 

 
A. Communicate with your colleagues  
  vius lgdfeZ;ksa ls ckrphr djsaxs 

B. All of the mentioned options  
  mYys[k fd, x, lHkh fodYi  

C. Respect your colleagues 
  vius lgdfeZ;ksa dk lEeku djsaxs 

D. Keep your work desk clean 
  viuh odZ MsLd dks lkQ&lqFkjk j[ksaxs 

 

Q 39. Which of the following icons will you select, if you 
have to search any keyword in the worksheet for saving 
your time? 
;fn vki viuk le; cpkus ds fy, odZ’khV esa dksbZ [kkstuk pkgrs gSa] 

rks vki fuEufyf[kr esa ls fdl vkbdy dk p;u djsaxs\ 

 
A. Cross 
B. Search 
C. Setting 
D. Wifi 
 
Q 40. A customer has complained about a defective 
purchase and has requested for a refund. What will you 
do if your company does not provide a refund? 
,d xzkgd us ,d nks"kiw.kZ [kjhn ds ckjs esa f’kdk;r dh gS] vkSj 

/kuokilh ¼fjQaM½ ds fy, vuqjks/k fd;k gSA ;fn vkidh daiuh 

/kuokilh ¼fjQaM½ iznku ugha djrh gSa rks vki D;k djsaxs\ 

 

A. Explain the customer about the company policy 
  xzkgd dks daiuh dh ikWfylh ds ckjs esa crk,axs 

B. Forward the complaint to your colleague 
  vius lgdehZ ds ikl vuqjks/k dks vkxs Hkstsaxs 

C. Argue with the customer 
  xzkgd ds lkFk cgl djsaxs 

D. Blacklist the customer 
  xzkgd dks CySdfyLV dj nsaxs 

 

Q 41. You have an unorganized and untidy work desk 
which makes  if difficult for your colleagues to work with 
you. Which of the following actions will you take for 
ensuring that it is kept clean? 
1. Get rid of unnecessary things 

2. Place a waste bin near your desk 
3. Place a waste bin near your desk 
4. Eat food at your work desk 
vkids ikl ,d vlaxfBr vkSj vupkgh dk;Z MsLd gSa tks vkids fy, 

vkids lgdfeZ;ksa ds lkFk dke djuk eqf’dy cukrk gSA ;g lqfuf’pr 

djus ds fy, fd ;g lkQ jgs vki fuEufyf[kr esa ls dkSu lh dkjZokbZ 

djsaxs\ 

1- vuko’;d phtksa dks gVk nsaxs 

2- vius MsLd ds il ,d dpjs dk fMCck ¼MLV&fcu½ j[ksaxs 

3- vius odZ MsLd ij [kkuk [kk,axs 

 

 

A. Only 1 and 2 
  dsoy 1 vkSj 2 

B. Only 3 

  dsoy 3  

C. Only 1 

  dsoy 1 

D. Only 1 and 3 

  dsoy 1 vkSj 3 

 

Q 42. Chronological sequence for helping that person. 

1. Have the person lie down 

2. Catch the person before he/she falls 

3. Loosen any tight clothing 

4. Call emergency services, if necessary 

vki ikrs gSa fd ,d O;fDr vkids dk;ZLFky ij xfy;kjs esa csgks’k gksus 

okyk gS- ml O;fDr dh enn djus ds fy, lgh dkyØe vuqØe esa 

fuEufyf[kr pj.kksa dks O;ofLFkr djsaA 

1- O;fDr dks uhpsa ysVk nsa 

2- fxjus ls igys O;fDr dks idMs+ 

3- dksbZ Hkh dlk gqvk diM+k <hyk djsa4 

4- ;fn vo’;d gks rks vkikrdkyhu lsokvksa dks cqyk,¡ 

 

A. 2-3-1-4 

B. 1-2-3-4 

C. 4-1-2-3 

D. 2-1-3-4 

 

Q 43. If an employee accesses your system without 

informing you, then which of the following types of 

breaches will you report? 

;fn dksbZ deZpkjh vkidks lwfpr fd, fcuk vkids flLVe dk iz;ksx 

djrk gS] rks vki fuUefyf[kr izdkj ds mYya?kuksa esa ls dkSu lk fjiksVZ 

djsaxs\ 

A. Safety 
  laj{kk 

B. Hygiene 

  LoPNrk 



C. Security 
  lqj{kk 

D. Health 

 LokLFk 

 

Q 44. While preparing a document for the health and 

safety of the employees, which of the following factors 

will you consider? 

1. Ergonomics of working desks and chairs 

2. Commonly occurring hazards 

3. Cleanliness of the workplace 

deZpkfj;ksa ds LokLF; vkSj lqj{kk ds fy, ,d nLrkost rS;kj djrs 

le;] vki fuEufyf[kr dkjdksa esa ls fdl ij fopkj djsaxs\ 

1- dke djus dh MsLd vkSj dqflZ;ksa dh lqfo/kk 

2- vkerkSj ij gksus okys [krjs 

3- dk;ZLFky dh lkQ&lQkbZ 

 

A. Only 2 

  dsoy 2 

B. Only 1 and 2 

  dsoy 1 vkSj 2 

C. Only 1 and 3 
  dsoy 1 vkSj 3 

D. All 1, 2, and 3 

 1] 2] vkSj 3 lHkh 

 

Q 45. Which of the following knowledge is NOT required 

to comply with the organization’s health and safety 

procedures? 

laxBu ds LokLF; vkSj lqj{kk izfØ;kvksa dk ikyu djus ds fy, 

fuEufyf[kr esa ls fdldh tkudkjh vko’;d ugha gSa\ 

 

A. Knowledge of time utilization methods 

  le; ds mi;ksx ds rjhdksa dh tkudkjh 

B. Knowledge of emergency evacuation 

  vkikrdkyhu fudklh izfØ;k dh tkudkjh 

C. Knowledge of occupational hazards 

  O;kolkf;d [krjksa dh tkudkjh 

D. Understanding of warning signs 

  psrkouh ds ladsrksa dh le> 

 

Q 46. For a near-miss incident which of the following 

reports should be prepared to communicate the same to 

the management? 
cky&cky gksus ls cph ?kVuk ds fy, fuEufyf[kr  fjiksVksZ esa ls dkSu 

lh izca/ku dks bl ckjs esa voxr djkus ds fy, rS;kj fd;k tkuk 

pkfg,\ 

 

A. Safety incident report 
  lqj{kk ?kVuk dh fjiksVZ 

B. Safety drill report 

  lqj{kk fMªy dh fjiksVZ 

C. Hazard identification report 

  [krjksa dh igpku dh fjiksVZ ¼gStMZ vkbMsafVfQds’ku fjiksVZ½ 

D. Health status report 

  LokLF; fLFkfr dh fjiksVZ 

 

Q 47. Which of the following practices can help in 

preventing injuries at work? 

fuEufyf[kr izfØ;kvksa esa ls dkSu lh dke ij pksV yxus dks jksdus esa 

enn dj ldrs gSa\ 

 

 

A. Violating health policy 

  LokLF; ikWfylh dk mYya?ku djuk 

B. Violating safety policy 

  lqj{kk uhfr dk mYya?ku djuk 

C. Ignoring hazard signs 

  [krjksa ds ladsr dks vuns[kk djuk 

D. Complying with safety policies 
  lqj{kk uhfr;ksa dk vuqikyu  

 

Q 48. You have to evacuate the building due to a fire 

incident. Which of the following evacuation techniques 

in NOT recommended for the same? 

vkx yxus ds dkj.k vkidks bekjr dks [kkyh djuk gSA fuEu esa ls 

dkSu lh fudklh rduhd blds fy, vuq’kaflr ughs gSa\ 

 

A. Follow the announcements made from the safety 

department 

  lqj{kk foHkkx n~okjk dh xbZ ?kks"k.kkvksa dk ikyu djuk  

B. Use lifts during evacuation 

  fudklh ds nkSjku fy¶V dk bLrseky djuk 

C. Only take the exit marked for emergency evacuation 
  dsoy vkikrdkyhu fudklh ds fy, fpfâur fudkl pquuk 

D. Assemble at emergency assembly point 
  vkikudkyhu vlsacyh IokbaV ij bdëk gksuk 

 

Q 49. If you find the following sign on the door of a 

server room, then what does it mean? 

;fn vkidks loZj :e ds njokts ij fuEufyf[kr ladsr feyrs gSa] rks 

bldk D;k eryc gS\ 

 

 

 

 



A. Use PPE before entering 
  vUnj vkus ls igys ihihbZ dk iz;ksx djsa 

B. Do not run 

  nkSM+s ugha 

C. No entry 

 izos’k fu"ks/k 

D. Enter without shoes 

  vanj fcuk twrksa ds vk,a 

 

Q 50. Which of the following warning signs will you place 

if the water is spilled on the floor? 

;fn ikuh Q’kZ ij fxjk gqvk gS] rks vki fuEu esa ls dkSu lk psrkouh 

ladsr j[ksaxs\ 

 

A.  

 

 

B.  

C.  

 

 

D.   None of these 

 

Q 51. Which of the following practices can help in 

significantly improving  safety against an identified 

hazard at the workplace? 

1. Proper warming sign placement 

2. Taking preventive measures for mitigation of hazard  

3. Sending e-mail one a year about hazard prevention 
fuEufyf[kr esa ls dkSu lh izFkk dk;ZLFky ij fdlh igpkus x, [krjs 

ds f[kykQ lqj{kk esa dkQh lq/kkj djus esa enn dj ldrh gS\ 

1- mfpr txg ij psrkouh ladsrksa dks j[kuk 

2- tksf[ke dks de djus ds fy, lqj{kk mik;ksa dks viukuk 

3- lky esa ,d ckj [krjs dh jksdFkke ds ckjs esa bZ&esy Hkstuk 

 

A. Only 2 and 3 

  dsoy 2 vkSj 3 

B. Only 2 

  dsoy 2 

C. Only 1 and 3 
  dsoy 1 vkSj 3 

D. Only 1 and 2 
   dsoy 1 vkSj 2 

 

Q 52. If you want to alert the people regarding the fire 

on the premises, then which of the following sign should 

you find to reach the fire alarm? 

;fn vki ifjlj esa vkx ds laca/k esa yksxksa dks lpsr djuk pkgrs gSa] rks 

vkidks Qk;j vykeZ rd igaqpus ds fy, fuEufyf[kr esa ls dkSu lk 

ladsr <wa<+uk pkfg,\ 

 

A.   

 

 

B.   

 

 

C. 

 

      

D.   


