.......................................................................................................................

e Wl B W@ ;25 ) [ F& gfia 7 #t dem - 11
Total No. of Questions : 25 ] [ Total No. of Printed Pages : 11

K-202957
faug : ety

Subject : Telecom

7Y : 3 oL | [ quit= : 100
Time : 3 hours ] [ Maximum Marks : 100
o () Wi v e €

Instructions

All questions are compulsory.

() W w1 H R s E—(21) fog wrl F g qun (F) sgledita
w1 ¥
Question No. 1 contains two parts—(A) Fill in the blanks and
(B) Multiple choice questions.

(iif) W HAE 2 ¥ 6 T RrEgSTIE ¥H ¥

Question Nos. 2 to 6 are very short answer type questions.

(iv) WE FE 7 ¥ 11 T AfqETE yE T

Question Nos. 7 to 11 are very short answer type questions.

(v) TE HEF 12 ¥ 18 TF AY3U0a ¥ ¢

Question Nos. 12 to 18 are short answer type questions.

(vi) W FHE 19 ¥ 23 7% resadg v €1
Question Nos. 19 to 23 are long answer type questions.
(vii) W A 24 T4 25 SrEIaiE v ¥
Question Nos. 24 and 25 are long answer type questions.
(viif) FRIITAR 4, 5 T 6 3 a1 eI A fasheq fag T €
Options for questions having 4, 5 and 6 marks have been given as per
rule.
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@uE - ( 317) / Part - (A)
(YT W1 1 SFHE)

(Each question carries 1 mark)

( 31) fiaa Tl = gfd =ife . [1x5=5]
(A) Fill in the blanks :
() GNEF___ S H F
Listening is a key to a/an __ communication.
(i) T wive % Tagum % uw ugd € mewu wew il W W@ wE R
A very important step in marketing a brand is to identify the
____audience .
(i) i@ tvefam F-a5-s fuk &1 swEm & fwife i |
F-w18ve Hid ok Pt & forg form s v 8
The call handling in-bound report can be used to monitor

in-bound call over a set frame.

(v) GEfF fEdT A e F g ¥ Hro of Tuy s Ay

Conflict also arises due to the between rates of social change.

(v) SUNENF @A H 7 ANEs F swiawr w9 H gfonfia fe
S "eRa €, W Tl oafem w1 ot g & Wi &

Consumer attitude may be defined as a feeling of ___ or dislike

that an individual has towards an object.

(&) T fareq g fafax [1x5=5]
(B) Choose and write the correct option :

(/) T Q H-91 GER F Hregd T R ?

(a7) e (%) el we
(7)) aX (7) =R

Which of these is not the communication channel?
(a¢) Radio (b) Telephone call
(c) Letter (d) Receivér
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(i) T | P41 Fve eI R ¥ ?

(37) SFTEFRAI
(7) W
(7) fa=w
(7) afesidt
Which of these is not the step of brand visibility?
(a) Awareness
(6) Opinion
(¢) Consideration
(d) Celebrity
(i) T q FR-91 -HER TR § e w1 wer i ¥ 2
(a1) Hrmes s www
(%) weTEe GREdE FIR
(7)) frwe fite +eR
(3) HeeA w1 ™
Which of these is not the customer in telecom market?
(a) Mobile prepaid customer
(b) Mobile postpaid customer
(¢) Fixed prepaid customer

(d) Name of organization
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(v) T Q@ BA-T ol v R ?

(v)

(37) |t ST

(%) Wrepfas i

(%) =afama

(3) v H

Whicﬁ of these is not the type of conflict?
(a) Social change

(b) Cultural difference

(c) Personal difference

(d) Task conflict

T A Rrad Fro 9o 47 § v ¥ ?
() wrerdr

(7)) Tgru

(%) FerH aurd

(%) I H ARA-TEH

From which of these conflict may occur?
(a) Bargain

(&) Intragroup

(¢) Barrier in communication

(d) Exchange information
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WUY - (|) / Part - (B)
(FF T 2 SAHwE)

(Each question carries 2 marks)
wafrm T ¥ ?
What is feedback ?

¥-Te fagem = ¥ 7
What is e-mail etiquette ?
frifram ¥ ?

What is reporting ?

TMF AN FH FE A E?

How is customer service started ?

o F T H A e R saw F E?

What is end on good note in conflict resolution ?

WUE - (|) / Part - (C)
(Y W 3 ST T Y)
(Each question carries 3 marks)
grl o fafu=t Sforl =01 fafeg)
Write different categories of outlets.
HEY A TIARY
(37) _aHEa F AN
(%) TR R
(@) femifén
Write in short :
(@) Communication channel
() Encoding message

(¢) Decoding message

(2]

(2]

(2]

(2]

(2]

[2+1=3]

[1+1+1=3]
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W-10

-1

Wo-12

wW-13

w-14

6]

TH IR H THE. . 74§, AIRIET
Explain what is FAB in a product.

fife A S ghF T ?

What is drawback of repeat call ?

Y ) yuifaa S It FHE G S

Write the categorization of factors influencing conflicts.

WUg - (g) / Part - (D)
(Ve T¥7 4 37 HT )
(Each question carries 4 marks)
wud 71 % ? fe) ot 9 yohR % dedl o gHgmEe |
What is conflict ? Explain any three types of conflict.

aHear
OR

Y 7 G 4 R 7 WO % 9 e SOl &) gEiEs S|

[1+1+1=3]

[1+1+1=3]

[1+1+1=3]

[1+1+1+1=4]

What is conflict resolution? List any three main causes of

conflict.

HaEe At fawey o § ? il 2 =) sugmu)

What is mobile operating system ? Explain any two types.

3rear
OR

Zi-33vE gHy 3 TaT W 9 a4 ¥, WYy

Explain what is turn-around time and service level agreement.

Ta W U & ueE 9 ¥, e

Explain what are the comporients of service level agreement.

arear
OR

T TR TUFN % THR &) RS0 |

Explain the types of service level agreement.

[2+1+1=4]

[1+1+1+1=4]
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uei-16

U t-17

¥ T-18

[7]
wfafiran ¥ et vl =) wHwEgi [2+2=4]
Explain any two types of feedback.

T
OR

Yo § W@ FRY gEE = e ey 3R T e
TR |

Explain Do’s and Don'’ts while talking on telephone.

wWAE At a . & ai A g [2+2=4]
Explain about MTD and YTD.
sroar
OR

Lo d, § e = wee €2 e d B wgr 33 ¥ fed woolfet =
TR |

What do you understand by USP ? Explain the strategies for
promoting USP.

T 1 Fadrvand el T ¥ it F g Bied wHERe) [2+274]

Explain the features and benefit of product with example.

aar
OR

mﬁmﬁnmmmﬁaﬁmm-ﬁ%
TR |

Explain brand visibility and the factor affecting brand visibility.

o (3fs) Afesa = ¥, wwgmET [4]

Explain what is escalation matrix.

srear
OR

Grory i = ¥ 2 auEme|

What is escalation process ? Explain.
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WU - (%) / Part - (E)
(5F W 5 3 H ¥)
(Each question carries 5 marks)

WeT-19 WW%maﬁmaﬁﬁm [1+1+1+1+1=5]

Explain the advantages of mobile phone.

arerar
OR

g Yzas: ¥ § 2 Hranee B w1 fafir fanyansll %t saren Hifw)

What is mobile network ? Explain the difterent features of mobile

phone.

W¥I-20 HOR ¥ ¥ ? uR ) fafir afrt wosge ¥ [1+1+1+1+1=5]
What is communication ? Give example on different categories of
communication,

averar
GR
e @t Wfalean el wed € 2 uEs =t wffira % ¥ faw sg% S
! geiag Hif)
What is customer feedback? List the steps to get customer feedback.

W -21 e R feofori @i [1+1+1+1+1=5]
(37) T T @R
(%) e Hfe =R

(@) wrere wifear # fFr

(®) feppt daedw oiR yemm

(3) & g T9R

Write notes on the following :
(a) Net promoter score

(6) Customer satisfaction score
(¢) Social media monitoring
(d) Sales promotion and offer

(e) Promotion by company
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weR-23

[9]

OR

foret o feroafin! ifoe
(37) WIvE F AR

(=) wfwEn

(@) WvE & yfd SRSl
(3) S = Y&IH

(3) faqmw

Write notes on the following :

(@)
(b)
(©)
(d)
(e)

wEETer ok A T ¥ 2 iy ot I wufaaeor Afgew A W9

Brand name
Branding

Brand awareness
Brand recognition

Advertising

WA O 1§, aHERT|

What are empowerment and matrix ? Explain what are the three
general elements in individual and team empowerment matrix.

e Y TETH IR ST wEE T € 2 ot & U HER S A fafie

srerar

OR

TR & AehHl & 9] W fafag)

What are customer identity and access management ? Write on the
various types of customer in today’s telecom market?

Arera 71 & 2 what 9wl & g F-8 2

What is negotiation ? What are the points of successful

negotiation ?

srfa iR uron = € ? firges wisa & ) ¥ SHERY

What are feeling and belief ? Explain tri-component model.

3rgar

OR

[2+3=5]

[1+1+1+1+1=5]
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|UE - (W) / Part - (F)
(TRAF Y 6 SAFFE)

(Each question carries 6 marks)

Uya-24 EHY H GHIET

(37) T ®A

(@) wfalus 29 BhiA

(7) wuifi@ <= &R

Write in short :

{a) Smart phone |

(6) Resistive touch screen

(c¢) Capacitive touch screen

arerar
OR
w49 ¥ IR
(37) dEmd Mfw
(7) e fearst
(@) @@

Write in short :
(a) Mobile tarift
(6) Mobile recharge

(¢) Data plan

[2+242=6]
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yoA-25  Gem H qAERT

(37 FS Fusfem

(%) T TUSH TRH
(%) €Te IAH

Write in short :

(a) Call handling

(b) Average handle time

(c) Holdtime

OR
et @ |8 T THART
() TEF WY T
(%) TUER Hid R
() foie wia
Explain briefly the following
(a) Customer Relationship Management

(b) Quality Call Monitoring
(c) Repeat Call

[2+2+2=6]
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