
 
Q.1 A customer messaged you over a web-chat. He/she 
wants to enquire about a balance deduction from his/her 
account. Arrange the steps that you will take in 
chronological sequence to assist the customer. 
Verify customer’s identity and account details 
 Greet the customer 
 Obtain confirmation on your understanding of the 
queries raised by the customer. 
 Ask customer what are his/her queries 
 Read and summarize the queries 

 
,d xzkgd us vkidks osc&pSv ij eSlst fd;k gSA og vius [kkrs ls 

dkVh xbZ jkf’k ds ckjs esa iwNrkN djuk pkgrk gSA xzkgd dh lgk;rk 

ds fy, vkids n~okjk viuk, x, pj.kksa dks dkykuqØfed Øe esa 

O;ofLFkr djsaA  

Xkzkgd dh igpku vkSj [kkrk fooj.k lR;kfir djsa 

Xkzkgd dk Lokxr djsa 

xzkgd n~okjk iqNs x, iz’uksa dks vius le> ds vuqlkj iqf’V izkIr djsa 

xzkgd ls mlds iz’u iwNsa 

iz’uksa dks i<s+ vkSj lkjkaf’kr djsa 

 
Choose the best Option 
a. 1->2->3->4->5 
b. 2->1->4->5->3 
c. 3->2->1->4->5 
d. 1->3->2->5->4 
Q.2 When a customer calls you to register a complaint 
what should be your first step while handling the 
customer? 
tc dksbZ xzkgd vkidks f’kdk;r ntZ djus ds fy, dgrk gS rks mls 

gSaMy djrs le; vkidk igyk dne D;k gksuk pkfg,\ 

 

Choose the best option 
a. Greeting the customer 
  xzkgd dk Lokxr djuk pkfg, 

b. Summarizing customer’s queries 
   xzkgd ds iz’uksa dks lkjkaf’kr djuk pkfg, 

c. Taking approval from manager for interacting with the 
customer 
  xzkgd ds lkFk ckrphr ds fy, eSustj ls btktr ysuk pkfg, 

d. Asking the customer to verify his/her identity 
    xzkgd dks mldh igpku lR;kfir djus ds fy, dguk pkfg, 

 
Q.3 You are unable to understand a customer’s query 
property what should you do? 
vki xzkgd ds iz’u dks Bhd ls le> ugha ik jgs gSaA vkidks D;k djuk 

pkfg,\ 

 

a. Ask the customer to contact someone else 
   xzkgd ls fdlh  vkSj ls laidZ djus ds fy, dguk pkfg, 

b. Seek help from your colleague/manager 
   vius lgdehZ@eSustj ls enn ysuk pkfg, 

c. Provide personal contact number and ask the 
customer to call after sometime 
 O;fDrxr laidZ uacj iznku djuk vkSj xzkgd dks dqN le; ckn 

dkWy djus ds fy, dguk pkfg, 

d. Suggest customer to research about it online 
 xzkgd dks blds ckjs esa vkWuykbu ’kks/k djus dk lq>ko nsuk pkfg, 

 

Q.4 A customer wants to know about the last transaction 
made by his/her debit card. Which of the following 
details should you seek in order to provide  the details? 
,d xzkgd vius MsfcV dkMZ n~okjk fd, x, vafre ysunsu ds ckjs esa 

tkuuk pkgrk gSA fooj.k iznku djus ds fy, vkidks fuEu esa ls dkSu 

lk fooj.k pkfg,\ 

 

Choose the best option 
a. Card Verification Value (CVV) of the debit card 
 MsfcV dkMZ dk dkMZ osfjfQds’ku oSY;w ¼lhohoh½ 

b. Personal identification number (PIN) of the debit card 
 MsfcV dkMZ dh ilZuy vkbMsafVfQds’ku uacj ¼fiu½ 

c. Last 4 digits for the debit card number 
 MsfcV dkMZ uacj dk vafre 4 vad 

d. Amount in the bank account 
 cSad [kkrs esa jkf’k  
 
Q.5 Mr. Rajat has messaged you to get an update on his 
order delivery. How will you start the conversation with 
him? 
fe- jtr us vkidks vius vkWMZj fMyhojh ij viMsV izkIr djus ds fy, 

eSlst fd;k gSA vki mlds lkFk ckrphr dSls ’kq: djsaxs\ 

 

Choose the best option 
a. Hi Mr. Rajat, How may I help you? 
 gk; fe- jtr] eSa vkidh dSls enn dj ldrk gw¡\ 

b. Hi Mr. Rajat, should I help you? 
 gk; fe- jtr] D;k eSa vkidh enn d:¡\ 

c. Rajat, I want to help you. 
 jtr] eSa vkidh enn djuk pkgrk gw¡A 

d. Hi, please help yourself. 
 gk;] dÌ;k viuh enn djsaA 

 

Q. 6 A customer sent you a mail to raise a return 
request. You have requested him/her to send you the 
copy of the invoice. Which of the following icon should 
you suggest him/her to click in order to attach an invoice 
to the mail? 
,d xzkgd us vkidks fjVuZ vuqjks/k c<+kus ds fy, ,d esy Hkstk gSA 

vkius muls pkyku dh izfr Hkstus dk vuqjks/k fd;k gSA esy esa pkyku 

tkWbu ¼vVSp½ djus ds fy, vkidks fuEu esa ls fdl vkbdu ij fDyd 

djuk pkfg,\ 

 

Choose the best option 

a.  
 
 
 
Q.7 While summarizing your understanding of 
customer’s query over the mail, you need to highlight 
(Bold) the summary text. Which  of the following icons 
should you use for the same? 
xzkgd ds esy dh iz’u dks viuh le> ds vuqlkj lkjkaf’kr djrs le;] 

vkidks ikB ds lkjka’k dks gkbykbV ¼cksYM½ djuk gSA vkidks fuIu esa ls 

fdl vkbdu dk mi;ksx djuk pkfg,\ 



 
Choose the best option 
a. 
b. 
c. 
d. 
 
Q8.A customer complained that he/she has received the 
incorrect product what should you do? 
,d xzkgd us f’kdk;r dh gS fd mls xyr mRikn feyk gSA vkidks D;k 

djuk pkfg,\ 

 

a. Apologise to customer for the trouble and suggest 
him/her to raise a product return request 
 ijs’kkuh ds fy, xzkgd ls ekQh ekaxuk vkSj mls mRikn okilh vuqjks/k 

dks c<+kus dk lq>ko nsuk pkfg, 

b. Process a refund right away 
 rqjar /kuokilh dh izfdz;k djuh pkfg, 

c. Ask the customer to keep the product 
 xzkgd dks mRikn j[kus ds fy, dguk pkfg, 

d. Put the blame on the customer for odering the wrong 
product 
 xyr mRikn dk vkWMZj nsus ds fy, xzkgd ij nks"k Mkyuk pkfg, 

 

Q.9 A customer purchased a software from your 
company. He contacted you over the web chat saying 
that he is unable to install it on his computer system. 
How should you help him with the same? 
,d xzkgd us vkidh daiuh ls ,d lkW¶Vos;j [kjhnk gSA mlus osc pSV 

ij vkils ;g dgrs gq, laidZ fd;k fd og bls vius daI;wVj flLVe 

esa bULVky djus esa vleFkZ gSaA blesa vkidks mldh enn dSls djuh 

pkfg,\ 

 

Choose the best option 
a. Guide him through the installation process step by 
step 
 pj.k nj pj.k ds ek/;e ls bULVkys’ku izfdz;k ds ckjs esa ekxZn’kZu 

djuk pkfg, 

b. Ask the customer to purchase another product from 
your company 
 xzkgd dks viuh daiuh ls nwljk mRikn [kjhnus ds fy, dguk pkfg, 

c. Inform the customer that once the product is sold you 
are not suppose to provide any assistance 
 ,d ckj mRikn cspus ds ckn vki dksbZ lgk;rk ugha iznku djurs gSa 

;g xzkgd dks lwfpr djuk pkfg, 

d. Apologise to the customer saying you can’t assist him 
in anyway possible 
 vki fdlh Hkh rjg ls mldh lgk;rk ugha dj ldrs gSa ;g dgrs 

gq, xzkgd ls ekQh ekaxuk pkfg, 

 

Q. 10 A customer mailed you saying even after multiple 
calls no technician has visited for installation a computer 
system purchased from your company. What should you 
do in this situation? 
,d xzkgd us ;g dgrs gq, vkidks esy fd;k gS fd vkidh daiuh ls 

[kjhns x, daI;wVj flLVe ds bULVkys’ku ds fy, dbZ dkWy ds ckn Hkh 

dksbZ rduhf’k;u ugha vk;k gSA bl fLFkfr esa vkidks D;k djuk pkfg,\ 

 

Choose the best option  

a. Apologise to the customer and raise installation 
request on an urgent basis 
 xzkgd us ekQh ekaxuk vkSj vfoyac vk/kkj ij bULVkys’ku vuqjks/k dk 

c<+kuk  

b. Apologise to the customer and ask him/her to 
outsource a technician 
 xzkgd ls ekQh ekaxuk vkSj mls ,d rduhf’k;u  dks vkMVlkslZ djus 

ds fy, dguk 

c. Apologise to the customer and assure him/her that 
you will visit for installation after sometime. 
 xzkgd ls ekQh ekaxuk vkSj vki dqN le; ckn bULVkys’ku ds f, 

vk,axs mls vk’oLr djuk  

d. Apologise to the customer and request him/her to 
bring the system to the service centre to get it  
assembled 
 xzkgd ls ekQh ekaxuk vkSj vlsacy djus ds fy, flLVe dks lfoZl 

lsaVj esa ykus ds fy, mlls vuqjks/k djuk 

 
Q.11 A customer messaged you on the web chat 
mentioning that he/she is unable to make transactions 
from his/her debit card. What details will you ask the 
customer for in order to check the status? 
,d xzkgd us vkidks osc pSV ij ;g crkrs gq, eSlst fd;k gS fd og 

vius MsfcV dkMZ ls ysunsu djus esa vleFkZ gSA fLFkfr dh tkap djus 

ds fy, vki xzkgd ls D;k fooj.k iwNsaxs\ 

 

Choose the best option 
a. Ask customer for the card PIN and check details 
 xzkgd ls dkMZ fiu ekxsaxs vkSj fooj.k tkapsaxs 

b. Ask customer for the card number of account number 
and check the details 
 xzkgd ls dkMZ uacj ;k [kkrk la[;k iwNsaxs vkSj fooj.k tkapsaxs 

c. Ask customer for the card’s CVV number and check the 
details 
 xzkgd ds dkMZ dk lhohoh uacj iwNsaxs vkSj fooj.k tkapsaxs 

d. Ask customer’s account balance and check the details 
 xzkgd ds [kkrs dh 'ks"k jkf’k iwNsaxs vkSj fooj.k tkpsaxs 

 

Q.12 You work for an e-commerce firm and received the 
following queries. 
Match them to their respective query category. 
vki ,d bZ&dkWelZ QeZ ds fy, dke dj jgs gSa vkSj vkidks fuEu iz’u 

izkIr gqvk gSA mUgsa muds lacaf/kr iz’u Js.kh ls feyku djsaA 

 

 

choose the best option 
 
a. 1->A 
 2->B 

Query Category 

1. If a product is in stock or 
not? 

A. Pre-sale query 

2. The delivery of the 
product is delayed. 

B. Vendor query 

3. Is the phone’s display 
covered under warranty? 

C. Availability query 

4. Not received the 
payments for the products 
shipped. 

D. Shipping query 



 3->C 
 4->D 
b. 1->D 
 2->C 
 3->A 
 4->A 
c. 1->C 
 2->D 
 3->A 
 4->B 
d. 1->D 
 2->C 
 3->B 
 4->A 
 
Q.13 Your company manufactures cameras. A potential 
customer messaged you to know the types of sensors 
offered with various cameras. How will you respond to 
him/her? 
vkidh daiuh dSejs cukrh gSA ,d laHkkfor xzkgd us vkidks fofHkUu 

dSejksa ds lkFk ds fofHkUu lalj ds izdkjksa dks tkuus ds fy, vkidks 

eSlst fd;k gSA vki mls dSls tokc nsaxs\ 

 

Choose the best option 
a. Inform customer that you will contact him/her when 
you get to know about it 
 tc vki blds ckjs esa tkuxsa rc vki mlls laidZ djsaxs ;g xzkgd 

dks lwfpr djsaxs 

b. Refer to product catalogues and respond accordingly 
 mRikn dSVykWx ns[ksaxs vkSj rnuqlkj tokc nsaxs 

c. Forward customer’s request to the manufacturing 
team  
 xzkgd ds vuqjks/k dks fofuekZ.k Vhe dks vkxs c<+k,axs 

d. Tell customer to visit company’s website and research 
about the cameras and sensors 
 xzkgd dks daiuh dh osclkbV ij tkus vkSj dSejksa vkSj lsalj ds ckjs 

esa ’kks/k djus ds fy, dgsaxs 

 

Q.14 A customer messaged you to know the expected 
delivery date or his/her order which is already delayed. 
What should you do? 
,d xzkgd us vkidks mlds igys ls gh foyafcr vkWMZj dh fMyhojh dh 

rkjh[k tkuus ds fy, eSlst fd;k gSA vkidks D;k djuk pkfg,\ 

 

Choose the best option 
a. Contact the shipping company and revert back to 
customer with the details obtained 
 f’kfiax daiuh ls laidZ djuk vkSj izkIr fooj.k ds lkFk xzkgd dks 

izfrmRÙkj nsuk 

b. Share shipping company’s contact details with the 
customer 
 f’kfiax daiuh dk laidZ fooj.k xzkgd ds lkFk lk>k djuk 

c. Share contact details of the customer with the shipping 
company 
 xzkgd dk laidZ fooj.k f’kfiax daiuh ds lkFk lk>k djuk 

d. Inform customer that shipping company will contact 
him/her when order is out for delivery 
 tc f’kfiax daiuh fMyhojh ds fy, vkWMZj djsxh r cog mlls laidZ 

djsxk ;g xzkgd dks lwfpr djuk 

 

Q.15 The customer is asking you to share the contact 
details of your supervisor, what should you do? 
,d xzkgd vkils vkids lqijokbtj dk laidZ fooj.k lk>k djus ds 

fy, dg jgk gSA vkidks D;k djuk pkfg,\ 

Choose the best option 
a. Raise the issue with your supervisor and do as 
suggested 
 vius lqijokbtj ds ikl leL;k dks mBkuk vkSj lq>ko ds vuqlkj 

dk;Z djuk pkfg, 

b. Share the contact details without informing your 
supervisor 
 vius lg;ksxh dks lwfpr fd, fcuk laidZ fooj.k lk>k djuk pkfg, 

c. Forward the customer request to your colleague 
 vius lg;ksxh dks xzkgd vuqjks/k c<+kuk pkfg, 

d. Share incorrect contact details of your supervisor 
 vius lqijokbtj dk xyr laidZ fooj.k lk>k pkfg, 

 

Q.16.  A customer complains that the software offered by 
your company is crashing on his/her laptop repeatedly. 
What should you do? 
,d xzkgd f’kdk;r djrk gS fd vkidh daiuh n~okjk is’k fd;k x;k 

lkW¶Vos;j mlds ySiVkWi ij ckj&ckj ØS’k gks jgk gSA vkidks D;k djuk 

pkfg,\ 

 

Choose the best option 
a. Ask customer to visit the service centre for software 
related query 
 lkW¶Vos;j ls lacaf/kr iz’u ds fy, xzkgd ls lfoZl lsaVj ij tkus ds 

fy, dguk pkfg, 

b. Request customer to purchase a new laptop 
 xzkgd ls ,d u;k ySiVkWi [kjhnus dks vuqjks/k djuk pkfg, 

c. Seek help from technical department to get the issue 
rectified 
 leL;k dks Bhd djus ds fy, rduhdh foHkkx dh lgk;rk ysuh 

pkfg, 

d. Inform customer to refer the installation manual 
 xzkgd dks bLVkys’ku eSuqvuy ns[kus ds fy, lwfpr djuk pkfg, 

 

Q.17 A customer raises a query as depicted in the image 
below what should you do? 
,d xzkgd uhps ds fp= esa n’kkZ, vuqlkj ,d iz’u mBkrk gSA vkidks 

D;k djuk pkfg,\ 

 

Can I get contact number of the technician who 
assembled computer at my place? 
Order number:12093 

 
Choose the best option 
a. Share the contact details 
 laidZ fooj.k lk>k djuk pkfg, 

b. Ask the technician to visit customer again 
 fQj ls rduhf’k;u ls xzkgd ls feyus ds fy, dguk pkfg, 

c. Inform about it to supervisor and do as suggested 
 blds ckjs esa lqijokbtj dks lwfpr djuk vkSj lq>ko ds vuqlkj dk;Z 

djuk pkfg, 

d. Deny customer’s request 
 xzkgd ds vuqjks/k dks vLohdkj djuk pkfg, 

 



Q.18 A customer who purchased a phone manufactured 
by your company sent you a message as depicted in the 
image below. What should you do? 
,d xzkgd ftlus vkidh daiuh n~okjk fufeZr Qksu [kjhnk Fkk] vkidks 

uhps fn, x, fp= esa n’kkZ;k x;k ,d eSlst Hkstk gSA vkidks D;k djuk 

pkfg, 

 

 

Choose the best option 
a. Stop responding to the customer messages 
 xzkgd ds eSlst ij izfrfdz;k nsuk can djuk pkfg, 

b. Tell the customer that rooting will void the warranty 
and you can’t help/her with the steps 
 :V djus ls okjaVh [kRe gks tk,xh vkSj vki bl pj.k esa mldh 

enn ugha dj ldrs gSa ;g xzkgd dks crkuk    pkfg, 

c. Ask your colleague to deal with the situation 
 vius lg;ksxh ls fLFkfr ls fuiVus ds fy, dguk pkfg, 

d. Send a mail to the customer with the steps of routing 
from your personal mail ID 
 viuh O;fDrxr esy vkbZMh ls :fVax ds pj.kks ds lkFk xzkgd dks 

,d esy Hkstuk pkfg, 

 
Q.19. An irate customer abusing you over the web chat 
for a delayed delivery. What should you do? 
foyafcr fMyhojh ds fy, ,d isj’kku xzkgd osc psSV ij vkids lkFk 

nqO;Zogkj dj jgk gSA vkidks D;k djuk pkfg,\ 

 

Choose the best option 
a. Close the web chat and handle another request 
 osc pSV can djuk vkSj ,d vU; vuqjks/k gSaMy djuk pkfg, 
b. Stop answering to the customer 
 xzkgd dks tokc nsuk can djuk pkfg, 

c. Apologise for the delay and try to calm the customer 
down while resolving his/her query 
 nsjh ds fy, ekQh ek¡xuk vkSj viuh iz’u dk lek/kku djrs gq, 

xzkgd dks ckr djus dk iz;kl djuk pkfg, 

d. Cancel the customer’s order 
 xzkgd ds vkns’k dks jÌ djuk pkfg, 

 

Q.20 A customer requests for providing an extended 
warranty for his/her television. What can you suggest the 
customer in this situation? 
,d xzkgd vius Vsyhfotu ds fy, ,d foLrkfjr okjaVh iznku djus dk 

vuqjks/k djrk gSA vki bl fLFkfr esa xzkgd dks D;k lq>ko ns ldrs gSa\ 

 

Choose the best option 
a. To buy a new appliance 
 ,d u;k midj.k [kjhnus dk 

b.  To buy AMC (Annual Maintenance Contract) offered 
by the company 
 daiuh n~okjk dh is’kd’k dh ,,elh ¼okf"kZd j[kj[kko vuca/k½ [kjhnus 

dk 

c. To ask the 
technician visiting 
for repair to give 
discount 
 ejEer ds fy, vkus okys rduhf’k;u ls NwV ekaxus dk 

d. To contact the finance department for such queries 
 ,sls iz’uksa ds fy, for foHkkx ls laidZ djus dk 

 

Q.21 You need to assess the satisfaction level of 
customer by obtaining feedback from them. When 
should you obtain it? 
vkidks muls QhMcSd izkIr djds xzkgd ds larqf"V Lrj dk vkdyu 

djus dh vko’;drk gSA vkidks bls dc izkIr djuk pkfg,\ 

 

Choose the best option 
a. Before resolving customer queries 
 xzkgd ds iz’uksa dks gy djus ls igys 

 

b. When the query is being resolved 
 tc iz’u dk lek/kku fd;k tk jgk gks rc 

c. When the customer raises another query with you 
 tc xzkgd vkids ikl ,d vkSj iz’u mBkrk gS rc 

d. Just after resolving customer queries 
 xzkgd ds iz’uksa dks gy djus ds rqjar ckn 

 

Q.22 A customer’s query about the expected delivery 
date for his/her order was resolved by you over web 
chat. What should you do next? 
,d xzkgd dh iz’u ds ckjs esa mldh fMyhojh dh visf{kr rkjh[k ds ckjs 

esa vkids n~okjk osc pSv ij gy f;dk x;k FkkA vkidks  vkxs D;k 

djuk pkfg,\ 

 

Choose the best option 
a. Ask the customer if he/she is satisfied with the 
response 
 xzkgd ls iwNsa fd D;k og izfrfdz;k ls larq"V gS@gS 

b. Pass on the customer chat to your supervisor for 
feedback 
 QhMcSd ds fy, vius lqijokbtj dks xzkgd pSV ij ikls djsa 

c. Disconnect the chat 
 pSV fMLdusDV djsa 

d. Ask the customer to disconnect the chat 
 xzkgd ls pSV fMLdusDV djus ds fy, dguk pkfg, 

 

Q.23 You need to assess the satisfaction level of 
customer after resolving query over web-chat. Which of 
the following is most appropriate way of doing it? 
osc&pSV ij iz’u dks gy djus ds ckn vkidks xzkgd ds larqf"V Lrj dk 

vkdyu djuk gSA fuEu esa ls dkSu lk bls djus dk lcls mi;qDr 

rjhdk gS\ 

 

Choose the best option 
a. Re-direct the customer to a feedback portal 
 xzkgd dks QhMcSd iksVZy ij fj&Mk;jsDV djuk 

b. Ask the customer to call your manager and provide 
him with your feedback 
 xzkgd dks vius eSustj dks dkWy djus vkSj mls viuk QhMcSd iznku 

djus ds fy, dguk 

c. Ask the customer send a detailed feedback mail 
 xzkgd ls foLrr̀ QhMcSd esy Hkstus ds fy, dguk 

d. Request customer to visit your office to provide 
the feedback 
 QhMcSd nsus ds fy, xzkgd ls vius dk;kZy; vkus dk vuqjks/k 

djuk 

 

Q.24 You need to access the unallocated tickets. Under 
which of the following tabs will it appear in the query 
management tools? 

Hi, I want to know the steps to root my 
smartphone? 



vkidks vuykWDM fVdV rd igaqpus dh vko’;drk gSA Dosjh eSustesaV 

Vwy esa ;g fuEu esa ls fdl VSc esa fn[kkbZ nsxk\ 

 

Choose the best option 
a  Resolved 
b  Unresolved 
c Unassigned 
d  Dismissed 
 
Q.25 Which of the following actions can be performed 
using organization’s query management tool? 
laxBu ds Dosjh eSustesaV Vwy dk mi;ksx djds fuEu esa ls dkSu lh 

dkjZokbZ dh tk ldrh gS\ 

 

Choose the best option 
a. Planning efficient usage of resources available 
 miyC/k lalk/kuksa ds dq’ky mi;ksx dh ;kstuk cukuk 

b. Accessing customer’s devices such as laptop remotely 
 ySiVkWi tSls xzkgd ds midj.kks dks nwj ls ,Dlsl djuk  

c. Resolving customer queries on-site 
 LkkbV ij xzkgd iz’uksa dks gy djuk 

d. Tracks raised queries/tickets for smooth resolution 
 lqpk: lek/kku ds fy, VSªDl us iz’u @ fVdV mBkuk 

 

Q. 26 What are the benefits of recording status of 
customer queries on the organization’s query 
management tool regularity? 
A. Helps in tracking queries for future references 
B. Analysing performance by keeping a track of TAT (Turn 
around Time) 
laxBu ds Dosjh eSusVtesaV Vwy ij fu;fer :I ls xzkgd ds iz’uksa dh 

fjdkWfMZax dh fLFkfr ds D;k ykHk gSa\ 

A. Hkfo"; ds lanHkksZ ds fy, ;g iz’uksa dks VSªd djus esa enn djrk gS 

B. Vh,Vh ¼VuZ vjkmaM Vkbe½ dk VSªd j[kdj izn’kZu dk fo’ys"k.k djrk 

gS 

 

Choose the best option 
a. Only A 
 dsoy A 
b. Only B 
 dsoy B 
c. Both A and B 
 A vkSj B nksuksa 

d.  Neither A nor B 
 uk gh A vkSj uk gh B 
 
Q.27 Which of the following steps should you take 
immediately after closing a ticket raised by a customer? 
xzkgd n~okjk mBk, x, fVdV dks can djus ds rqjar ckn vkidks fuEu 

esa ls dkSu lk dne mBkuk pkfg,\ 

 

Choose the best option 
a. Record the ticket closure  on query management 
system 
 iz’u izca/ku iz.kkyh ij fVdV can djus dk fjdkWMZ djuk pkfg, 

b. Move on to resolve the next ticket 
 vxys fVdV dks gy djus ds fy, vkxs c<+uk pkfg, 

c. Report the ticket closure to your supervisor 
 fVdV can gksus ds ckjs esa vius lqijokbtj dks lwfpr djuk pkfg, 

d. Report the ticket closure to the customer 
  xzkgd dks fVdV can gksus dh lwpuk nsuh pkfg, 

 

Q.28 Which of the following is a query management  
tool? 
fuEu esa ls dkSu&lk ,d Dosjh eSustesaV Vwy gSa\ 

a. freshdesk 
b. Adobe Reader 
c. Ms-Excel 
d. TeamViewer 
 
Q.29 Which of these tabs in Zendesk will let you view the 
raised tickets details? 
buesa ls dkSu lk VSc vkidks tsuMsLd esa jsTM fVdV ds fooj.k dks 

ns[kus nsxk\ 

 

Choose the best option 
a.  
b. 
c. 
d. 
 
Q.30 You need to attend to a raised ticket in the query 
management tool. Arrange the steps in correct sequence 
to do so 
1. Accessing unassigned tab in the tool 
2. Selecting the ticket 
3. Resolving customer queries 
4. Marking the ticket as resolved 
vkidks iz’u izca/ku Vwy esa mBk, x, fVdV esa Hkkx ysus dh vko’;drk 

gSA ,slk djus ds fy, lgh Øe esa pj.kksa dks O;fLFkr djsaA 

1- Vwy esa vulkbuM VSc ,Dlsl djuk] 

2- fVdV dk p;u djuk 

3- xzkgd iz’uksa dks gy djuk 

4- fVdV dks gy ds :I esa fpfâur djuk 

 

Choose the best option 
a. 1->2->3->4 
b. 4->3->2->1 
c. 3->2->1->4 
d. 3->1->-2->4 
 
Q. 31  You have created soft copy of multiple invoices 
and stored them on your computer. What should be 
done with invoice copies? 
vkius dbZ pkyku dh lkW¶V dkWih cukbZ gS vkSj mUgsa vius daI;wVj ij 

laxzghr fd;k gSaA pkyku izfr;ksa ds lkFk D;k fd;k tkuk pkfg,\ 

 

Choose the best option 
a. Place them under your desk 
 mUgsa vius MsLd ds uhps j[kuk pkfg, 

b. Stack them on your colleague’s desk 
 vius lg;ksxh ds MsLd ij mUgsa <sj djuh pkfg, 

 c. Let them be on your desk 
  mUgsa vius MsLd ij jgus nsuk pkfg, 

d. Shred those documents and dispose them 
 mu MkWD;wesaV dk NksVk VqdM+k djuk vkSj mUgsa Qsd nsuk pkfg, 

Q.32 Which of these should you use to take out multiple 
copies of the same document? 



,d gh MkWD;wesaV dh dbZ izfr;k¡ fudkys ds fy, vkidks buesa ls fdldk 

mi;ksx djuk pkfg,\ 

 

Choose the best option 
a. Photocopy machine 
 QksVksdkWih e’khu 

b. Scanner 
 LdSuj 

c. Printer 
 fizaVj 

d. Computer 
 dEI;wVj 

 

Q.33 You have completed your days work. Arrange the 
given steps in correct sequence you will take before 
leaving the office. 
1. Switch off the computer system 
2. Save the files you were working on 
3. Dispose the trash 
4. Clear out the work desk 
vkius vius fnu dk dke iwjk dj fy;k gSA dk;kZy; tkus ls igys 

vkids n~okjk mBk, tkus okys pj.kksa dks lgh Øe esa O;ofLFkr djsaA 

1- daI;wVj fLVe dks fLop vkWQ djuk  

2- ftu Qkbyksa ij dke dj jgs Fks] mUgsa lso djuk 

3- dpjk Qsaduk 

4-  odZ MsLd dks lkQ djuk 

 

Choose the best option 
a. 1->2->3->4 
b. 4->3->2->1 
c. 2->1->4->3 
d. 3->2->4->1 
 
Q.34 You have to limit accessibility to a confidential file 
on your system. What should you do? 
vkidks vius flLVe ij ,d xksiuh; Qkby  rd ds igqap dks lhfer 

djuk gSA vkidks D;k djuk pkfg,\ 

 

Choose the best option 
a. Store the file in the company’s shared folder 
 Qkby dks daiuh ds ’ks;MZ QksYMj esa laxzghr djuk pkfg, 

b. Encrypt the file using a password 
 ikloMZ dk mi;ksx djds Qkby dks ,fUdzIV djuk pkfg, 

c. Store the file in a pen drive 
 Qkby dks isu Mkªbo esa LVksj djuk pkfg, 

d. Delete the file 
 Qkby dks fMyhV djuk pkfg, 

 

Q.35 You colleague asked you to provide the contact 
details of a customer. What should you do? 
vkids lgdehZ ls vkidks xzkgd dk laidZ fooj.k iznku djus ds fy, 

dgk gSA vkidks D;k djuk pkfg,\ 

Choose the best option 
a. Share the details from your personal e-mail to 
 vius O;fDrxr bZ&esy vkbZMh ls fooj.k lk>k djuk pkfg, 
b. Deny to provide the details 
 fooj.k iznku djus ls budkj djuk pkfg, 

c. Inform your supervisor and do as suggested 
 vius lqijokbtj dks lwfpr djuk vkSj lq>ko vuqlkj dk;Z djuk 

pkfg, 

d. Provide incorrect contact details 
 xyr laidZ fooj.k iznku djuk pkfg, 

 

Q. 36 You need to make a monthly report of the tickets 
you handled. Which of the following should you take into 
consideration while making it? 
vkidks vius n~okjk gSaMy fd, x, fVdVksa dh ekfld fjiksVZ cukus dh 

vko’;drk gSA bls cukrs le; vkidks fuEu esa ls fdl ij /;ku nsuk 

pkfg,\ 

 

Choose the best option 
a. Should be crisp and short 
 laf{kIr vkSj Li"V gksuk pkfg, 

b. Should be made in accordance to company’s policies 
 daiuh dh uhfr;ksa ds vuqlkj cuk;k tkuk pkfg, 

c. Should  consists only the closed tickets 
  dsoy can fVdV ’kkfey fd;k tkuk pkfg, 

d. Should consists only the unresolved tickets 
 dsoy vulqy>s fVdV dks ’kkfey fd;k tkuk pkfg, 

 

Q.37 The operating system of your laptop provided by 
your organization got corrupted. What should you do? 
vkids laxBu n~okjk iznku fd;k x;k vkids ySiVkWi dk vkWijsfVax 

flLVe ØIV gks x;k gSA vkidks D;k djuk pkfg,\ 

 

Choose the best option 
a. Take your laptop to your organization’s IT (Information 
Technology) team 
 vius ySiVkWi dks vius laxBu dh vkbZVh ¼lwwpuk izkS|ksfxdh½ Vhe esa 

tkuk pkfg, 

b. Ask the HR team to help you out 
 ,pvkj Vhe ls vkidh enn djus ds fy, dguk pkfg, 

c. Get the issue rectified from the laptop manufacturer’s 
service centre 
 ySiVkWi fuekZrk ds lfoZl lsaVj ls leL;k dks Bhd djuk pkfg, 

d. Reinstall the operation system yourself 
 vkWijsfVax flLVe dks Lo;a fjbULVkWy djuk pkfg, 

Q.38 You have a daily target of 30 ticket closures. Why is 
it important to achieve it? 
vkids ikl 30 fVdV izfrfnu can djusus dk nSfud y{; gSA bls izkIr 

djuk D;ksa egRoiw.kZ gSa\ 

Choose the best option 
a. To achieve incentives 
 izksRlkgu jk’kh izkIr djus ds fy, 

b. To ensure customer satisfaction 
 xzkgdksa dh larqf"V lqfuf’pr djus ds fy, 

c. To avoid any hindrance in the teams’s performance 
 Vhe ds izn’kZu esa fdlh Hkh ck/kk ls cpus ds fy, 

d. All of the given options 
 fn, x, lHkh fodYi 

 

Q.39 How often will you deviate form the agreed terms 
and conditions of your job if given a choice? 
;fn vki viuh ilan ds fu;e vkSj ’krksZ dks viuh ukSdjh ls fdruh 

ckj fopfyr djsaxs\ 

 

Choose the best option 
a. Always 
 ges’kk 

b. Often  
 vDlj 



c. Never 
 dHkh ugha 

d.  Rarely 
 ’kk;n gh dHkh 

 

Q.40 How can you make yourself aware of the safety 
policies and procedures laid by your company? 
vki viuh daiuh n~okjk lqj{kk uhfr;ksa vkSj izfdz;kvksa ls [kqn dks dSls 

voxr djk ldrs gSa\ 

 
Choose the best option 
a. Read your company’s safety procedures document 
 viuh daiuh dh lqj{kk izfdz;kvksa dk MkWD;wesaV i<+dj 

b. Research about it online 
 blds ckjs esa vkWuykbu ’kks/k dj 

c. Request your colleagues to inform you about it 
verbally 
 os ekSf[kd :I ls vkidks bldh tkudkjh ns ;g vius lg;ksfx;ksa ls 

vuqjks/k 

d. None of the given options 
 fn, x, fodYi esa ls dksbZ ugha 

 

Q.41 What should you do if you notice a live wire lying on 
the workplace floor? 
;fn vki dk;ZLFky ds Q’kZ ij ,d fctyh pkfyr rkj dks iM+k gqvk 

ns[krs gSa] rks vkidks D;k djuk pkfg,\ 

 

Choose the best option 
a. Switch the mains off 
 eq[; fLop can djuk pkfg, 

b. Report about it to the maintenance department 
 blds ckjs esa j[kj[kko foHkkx dks fjiksVZ djuk pkfg, 

c. Move the wire aside yourself 
 Lo;a rkj dks vyx djuk pkfg, 

d. Ask your colleague to move the wire aside 
 vius lg;ksxh ls rkj dks ,d rjQ ys tkus ds fy, dguk pkfg, 

 

Q.42 You notice an unauthorized person entering your 
work area. What should you do? 
vki ,d vukf/kdr̀ O;fDr dks vius dk;Z {ks= esa izos’k djrs gq, ns[krs 

gSaA vkidks D;k djuk pkfg,\ 

Choose the best option 
a. Ingnore the issue 
 leL;k ij /;ku ugha nsuk pkfg,  
b. Report the issue immediately to the security 
department 
 leL;k dh lwpuk rqjar lqj{kk foHkkx dks nsuh pkfg, 

c. Follow the person everywhere he/she goes 
 tgka og tkrk gS gj txg ml O;fDr dks QkWyks djuk pkfg, 

d. Discuss the issue with your colleagues 
 vius lg;ksfx;ksa ds lkFk bl leL;k ij ppkZ djuh pkfg, 

 

Q.43 You got a minor cut on your finger. What should 
you do? 
vkidh maxyh ij ekewyh dV yx x;kA vkidks D;k djuk pkfg,\ 

 

Choose the best option 
a. Take leave for the day 
 fnu ds fy, Nqêh ys ysuk pkfg, 

b. Clean the wound and apply band-aid 
 ?kko dks lkQ djuk vkSj cSaM&,M yxkuk pkfg, 

c. Leave for the hospital immediately 
 rqjar vLirky ds fy, igys tkuk pkfg, 

d. Apply crepe bandage on your finger 
 viuh mzxyh ij Øsi cSaMst yxkuk pkfg, 

 
Q.44 There is a fire accident at your workplace. Which of 
the following signs should you refer to identify the 
evacuation route? 
vkids dk;ZLFky ij vkx yxus dh nq?kZVuk gks xbZ gSA fudklh ekxZ dh 

igpku djus ds fy, vkidks fuEu esa ls dkSu lk ladsr ns[kuk pkfg,\ 

 

Choose the best option 
a.  
b. 
c. 
d. 
 
Q.45 Arrange the steps of hazard identification and 
management in chronological order. 
1. Evaluating and reviewing the control measure 
2. Controlling the risk 
3. Assessing the risk 
4. Identifying the hazard 
[krjs dh igpku vkSj izca/ku ds pj.kksa dks dkykuqØfed Øe esa 

O;ofLFkr djsaA 

1- fu;a=.k mik; dk ewY;kadu vkSj leh{kk djuk 

2- tksf[ke dks fu;af=r djuk  

3- tksf[ke dk vkdyu djuk  

4- [krjs dh igpku djuk 

 

Choose the best option 
a. 1->2->3->4 
b. 3->4->2->1 
c. 4->3->2->1 
d. 2->3->4->1 
 
 
Q.46 There is a problem in the internet connection of 
your computer. You should 
vkids daI;wVj esa baVjusV dusD’ku dh leL;k gS- ,sls esa vkidks pkfg, 

fd 

 

Choose the best option 
a. Take help of your co-worker to resolve it 
 mls Bhd djus fy, vius lg;ksxh fd enn ys 

b. Inform the relevant authority as per the guidelines and 
get the issue resolved. 
 fn’kk funsZ’kksZ ds vuqlkj lacaf/kr vf/kdkjh dks lwfpr djsa vkSj bl eqÌs 

dk lek/kku djsa 

c. Ask for a leave as you are not able to work because of 
no connectivity 
 Nqêh ds fy, iwNsa D;ksafd dksbZ dusfDVfoVh uk gksus ds dkj.k vki dke 

ugha dj ik jgsa gS 

d. Inform your boss about the same 
 bl ckjs esa vius ckWl dks lwfpr djsa 

 

Q. 47 There is an instance of short circuit at your 
workplace. Which of the following steps should you take 
first? 



vkids dk;ZLFky ij ’kkWVZ lfdZV dk ?kVuk gks xbZ gSA vkidks fuEu esa ls 

dkSu lk dne mBkuk pkfg,\ 

 
Choose the best option 
a. Switching off all the switches with bare hands 
 uaxs gkFkksa ls lHkh fLop dks can djuk pkfg, 

b. Switching the mains off 
 eq[; fLop can djuk pkfg, 

c. Check working of all the electrical systems 
 lHkh fo/kqr iz.kkfy;ksa ds dke dh tk¡p djuh pkfg, 

d. Test the socket using a tester 
 ,d VsLVj dk mi;ksx djds lkWdsV dh tkap djuh pkfg, 

 

 

 


