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1. He can do the work but if we help him, it will be done
faster.(Choose the correct option)

a) him b)himself c)his d)they

2. If you to do your MBA, you will_a degree first. (Choose the
correctoption)
a) want-require b)require-want c)both a &b d)none of these
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Sahil works for a call center called “Contact-One”. He is a customer service
representative. His job requires him to answer all in-coming calls from customers and help
them solve their issues. The office he works at is located in Gurgaon. He works from
14.30hrs (2:30pm) in the afternoon to 23.30hrs (11:30pm) in the night. He has been
working on the same job for a little more than 2 years.

Sahil had worked as a customer service executive at a lifestyle-store before, but he likes
this job better. That is because Contact-One is a huge organization and working there has
helped him develop and expand his skills. He is also happy with the salary and benefits he
receives. Sahil gets a salary of Rs 12,000 per month, and medical insurance covering him
and his parents. He also receives an additional bonus of Rs 500 every week, if he solves
more than 90% of his customers’ issues, which he does! The only problem that he has
with his job is the long distance from his home to the office, and the time it takes to travel
back and forth.

: So, where are you working at?

: Where is it located?

Whatare the working hours?

How long have you been working on this job?

Tell us a little about your work.
I am working as a . The job requires

Have you worked as a sales representative before?

How is this job different from your previous job?

How much does your job pay you?

What else is there?

: So, is there anything that you do not like about your job?
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(English Version)
Instructions:

1. This question paper consists of 43 objective and subjective types of questions
and follows the instructions.

2. Figures in the right hand margin indicate maximum marks for the question
and the number of questions to be attended.

3. The maximum time to answer the paper is given at the top of the question
paper. It includes 15 minutes for reading the question paper.

PART - A
I. Four Alternatives are given for each of the following questions Choose
the correct alternative & write the complete answer along with its

Question number and alphabet 10*1=10

1. He can do the work but if we help him, it will be done faster.
(Choose the correct option)
a) him  b)himself c)his d)they

2. Ifyou to do your MBA, you will a degree first. (Choose the correct
option)
a) want-require b)require-want c)both a &b d)none of these

3. Macros are available in dropdown menu
a) Tools b)Insert c)Home d)View

4.. Slicer is a feature introduced in Microsoft Excel.
a) 2007 b)2008 ¢)2009 d)2010

5. Share document option is available in dropdown menu.
a) Insert b)Format c)Tools d)File




6. Rehearse timing option is available in dropdown menu.

a) Insert b)Slide show c)Tools d)Window
7. Signature text option is available in menu.
a) Insert b)Edit c)Tools d)File

8. Customize Quick Access Toolbar option can be accessed through right click on

a) Office Ribbon b)File c)View d)Tools
9. Function key is assigned for previewing web page or web site.
a) F12 b) F9 c)F10 d)F11
10.This is the default view and displays only the content.
a) Split view b)Design view c)Code view d)Document view
PART-B
II Answer any TEN of the following questions. 10x2=20

11.Write the advantages of Effective listening skills?

12.Explain Call Center.

13.Explain the procedure to include a return address to be used on an envelope.

14.Explain the purpose of tracking and the procedure to track changes in a
document.

15.Write the syntax of hyperlink function with example.

16.Explain the purpose of pivot table.

17.Explain the purpose of Smart Art graphics in presentation software.

18.Explain the procedure to include multimedia elements in a presentation.

19.Explain the procedure to advance slides automatically after a specific duration.

20.Explain the procedure to add commands to quick access toolbar with an
example.

21.Explain the purpose of stationeries.

22.List any five HTML editors.

23.Explain the procedure to create a HTML page.

24 .Explain the procedure to use spell check in HTML editors.

25.Explain the procedure to insert a picture in MEW.

PART-C
III. Answer any SIX of the following questions. 6x3=18

26.Explain the BPO, KPO and RPO

27.What are the rules to be followed in Formal Communication?

28.Explain the procedure to modify envelops size in a document.

29.Explain the procedure to accept and rejecting changes made to a document.

30.Explain the procedure to open an existing document in spreadsheet.

31.Explain the procedure to annotate a presentation using callouts.

32.Explain the procedure to backup profile folder (Mozilla Thunderbird)

33.Explain the procedure to display the presentation only on a second monitor or a
projector.

34.Explain the procedure to launch the image toolbar.




35.Explain the procedure to insert clippings from YouTube in web page

36.Explain the procedure to create form and to use different form controls.

37.Explain the procedure to create style sheet that can be used across all web
pages in a website.

PART-D
IV Answer any TWO of the following questions. 2x6=12
38.

Sahil works for a call center called “Contact-One”. He is a customer service
representative. His job requires him to answer all in-coming calls from customers and help
them solve their issues. The office he works at is located in Gurgaon. He works from
14.30hrs (2:30pm) in the afternoon to 23.30hrs (11:30pm) in the night. He has been
working on the same job for a little more than 2 years.

Sahil had worked as a customer service executive at a lifestyle-store before, but he likes
this job better. That is because Contact-One is a huge organization and working there has
helped him develop and expand his skills. He is also happy with the salary and benefits he
receives. Sahil gets a salary of Rs 12,000 per month, and medical insurance covering him
and his parents. He also receives an additional bonus of Rs 500 every week, if he solves
more than 90% of his customers’ issues, which he does! The only problem that he has
with his job is the long distance from his home to the office, and the time it takes to travel
back and forth.

: So, where are you working at?

Where is it located?

: Whatare the working hours?

How long have you been working on this job?

Tell us a little about your work.
I am working as a . The job requires
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Have you worked as a sales representative before?

How is this job different from your previous job?

How much does your job pay you?

What else is there?

: So, is there anything that you do not like about your job?
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39.Define Mail Merge. And explain the procedure to perform a mail merge for printing
letters.
40.Explain the purpose to Filter Slicers. And explain the procedure to apply slicers to
a sample data using example.
41.Answer the following
a. Acronym for i)CSR ii)IRM
b. Explain the procedure to password protect to a document in spread sheet.




42. Answer the following.
a. Explain the purpose of Outlook view control.
b. Explain the procedure to include an URL as home page in Microsoft Outlook.

43.Answer the following.
a. Explain the purpose of Frames with example.
b. List at least five differences between HTML and XHTML.

skokskokskskskkskskok







