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   All rights including those of translation, reproduction and annotation etc. are reserved by the
    Punjab Government.

 Áé°òÅçÕ  : ôzÆ ÔðêzÆå ÇÃ³Ø, ÃðÕÅðÆ ÃÆ.ÃËÕ³.ÃÕÈñ ìÈàÅ ÇÃ³Ø òÅñÅ (ÁËµÃ.Â¶.ÁËµÃ.é×ð)
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                                             ç¯ ôìç
    ê³ÜÅì ÃÕÈñ ÇÃ¼ÇÖÁÅ ì¯ðâ ÁÅêäÆ ÃæÅêéÅ ç¶ Ãî¶º å¯º ÔÆ ÃÕÈñ ê¼èð ç¶ êÅá-Õzî ù ÁÅè¹ÇéÕ Ã¯Ú
Áå¶ Ö¯Ü Áé°ÃÅð ãÅñä Áå¶ ÇÂé·» êÅá--Õzî» Áé°ÃÅð êÅá-ê¹ÃåÕ» ÇåÁÅð Õðé ñÂÆ Çéð³åð
ïåéôÆñ ÇðÔÅ ÔËÍ ðÅôàðÆ ê¼èð çÆ Ã¯Ú ù î¹¼Ö ð¼Öç¶ Ô¯Â¶ ì¯ðâ é¶ ê³ÜÅì ÃðÕÅð ç¶ ÇçôÅ-Çéðç¶ô»
Áé°ÃÅð ò¯Õ¶ôéñ ÇÃ¼ÇÖÁÅ ù êzë¹¼ñå Õðé ç¶ À°ñÆÕ¶ Çòô¶ô êz¯×ðÅî çÆ ÇÂÔ-ê¹ÃåÕ ÇÂ¼Õ ÕóÆ ÔËÍ

    ò¼è ðÔÆ Üé-Ã³ÇÖÁÅ ç¶ î¼ç¶éÜð ð°÷×Åð ç¶ òè¶ð¶ î½Õ¶ À°êñ¼ìè ÕðòÅÀ°ä ÇÔ¼å ò¯Õ¶ôéñ ÇÃ¼ÇÖÁÅ
çÆ ñ¯ó Ççé¯-Ççé òèçÆ ÜÅ ðÔÆ ÔË ÇÕÀ°ºÇÕ ÇòÇ×ÁÅé Áå¶ åÕéÆÕÆ À°µéåÆ ç¶ ï°¼× Çò¼Ú ÕÅðÜ
Õ°ôñåÅ òèÅÀ°ä ñÂÆ ò¯Õ¶ôéñ ÇÃ¼ÇÖÁÅ çÆ ñ¯ó ÔËÍ Ô°ä Çòôò ê¼èð å¶ ò¼è ðÔ¶ î¹ÕÅìñ¶, À°åêÅçé
çÆÁ» ìçñ ðÔÆÁ» åÕéÆÕ» Áå¶ ÕÅðÜ Ö¶åð» çÆ î¹ó ÇòÀ°ºåì³çÆ ñÂÆ ÇòÇçÁÅðæÆÁ» ù ã°¼Õò¶º Ô°éð»
ðÅÔÆº ð°÷×Åð êzÅêå Õðé ç¶ ï¯× ìäÅÀ°ä çÆ ÜðÈðå ÔËÍ

     ÕÅðÜ Ö¶åð Çò¼Ú êó·¶-ÇñÖ¶ îÅÇÔð Ô°éð-î³ç» çÆ Ãõå ÷ðÈðå Ô¯ä ç¶ ÕÅðé Õ¶ºçð ÃðÕÅð ç¹ÁÅðÅ
‘éËôéñ ò¯Õ¶ôéñ ÁËÜÈÕ¶ôé Õ°ÁÅñÆÇëÕ¶ôé ëð¶îòðÕ’  ÇåÁÅð ÕðÕ¶ H ÁÕå±ìð B@AA ù ò¼Ö-
ò¼Ö ðÅÜ» Çò¼Ú ñÅ×È ÕÆåÅ Ç×ÁÅÍ ê³ÜÅì ÃðÕÅð ç¹ÁÅðÅ Õ¶ºçð ÃðÕÅð ç¶ ÇçôÅ-Çéðç¶ô» Áé°ÃÅð ÇÂÔ
ëð¶îòðÕ ÁÕÅçÇîÕ ÃÅñ B@AD-15, 2015-16, Áå¶ 2016-17 å¯º ‘éËôéñ ÃÇÕ¼ñ Õ°ÁÅñÆÇëÕ¶ôé
ëð¶îòðÕ’  åÇÔå ê³ÜÅì ðÅÜ ç¶ Õ°¼Þ Ú¯äò¶º ÃÕÈñ» Çò¼Ú é½òÆº, çÃòÆº Áå¶ Ç×ÁÅð·òÆº ôz¶äÆ Çò¼Ú
åðåÆìòÅð ñÅ×È Ô¯ Ú¹¼ÇÕÁÅ ÔË, êð ‘ÃÈÚéÅ åÕéÅñ¯ÜÆ’  ÇòôÅ ÇÂÃ ÁÕÅçÇîÕ ÃÅñ 2017-18 å¯º
ìÅð·òÆ ôz¶äÆ Çò¼Ú ñÅ×È ÕÆåÅ Ç×ÁÅ ÔË Áå¶ ÇÂÃ Çòô¶ éÅñ Ãì³èå ÇÂÔ ê¹ÃåÕ òÆ ÇåÁÅð ÕÆåÆ ×ÂÆ
ÔËÍ ëð¶îòðÕ ÁèÆé ò¼Ö-ò¼Ö àð¶â÷ ç¶ êzÆÇÖÁÅðæÆÁ» ù ì¯ðâ êzÆÇÖÁÅ êÅÃ Õðé ç¶ éÅñ-éÅñ éËôéñ
ÃÇÕ¼ñ ÇâòËñêîËºà ÕÅðê¯ð¶ôé (N.S.D.C)/ ÃËÕàð ÃÇÕ¼ñÜ ÕÅÀ±ºÃñ (S.S.C) ò¼ñ¯º êzÆÇÖÁÅðæÆÁ» çÆ
Ô°éð çÆ îÔÅðå ù êzîÅÇäå ÕÆåÅ ÜÅò¶×ÅÍ ÇÂÃ êzîÅä ê¼åð ç¶ ÁÅèÅð å¶ ÇòÇçÁÅðæÆ
ÁËµé.ÁËµÃ.ÇÕÀ±.ÁËµë. ò¼ñ¯º ÇéðèÅÇðå ê¼èð Áé°ÃÅð ð°÷×Åð êzÅêå Õðé ç¶ ï¯× î³ÇéÁÅ ÜÅò¶×ÅÍ

    ðÅôàðÆ Ã¯Ú ù î¹¼Ö ð¼Öç¶ Ô¯Â¶ ÇÂÔ ê¹ÃåÕ ÃÅñ 2017-18 å¯º êÇÔñÆ òÅð ÇåÁÅð ÕÆåÆ ×ÂÆ ÔËÍ ÇÂÔ
ê¹ÃåÕ Õ¶ºçð ÃðÕÅð ç¹ÁÅðÅ ÇåÁÅð ÕÆåÆ Á³×ð¶÷Æ ê¹ÃåÕ çÅ ê³ÜÅìÆ Áé°òÅç ÔËÍ Áé°òÅç Õðç¶ Ãî¶º
Ôð ê¼Ö¯º ÚÅÔ¶ êÈðÅ ÇèÁÅé ð¼ÇÖÁÅ Ç×ÁÅ ÔË êð Çëð òÆ ê¹ÃåÕ Çò¼Ú Ã¹èÅð ÇñÁÅÀ°ä çÆ Ôî¶ôÅ ×°³ÜÅÇÂô
Ô°³çÆ ÔËÍ ÇÂÃ ñÂÆ ê¹ÃåÕ ù Ô¯ð Ú³×¶ðÅ ìäÅÀ°ä ñÂÆ Ö¶åð Çò¼Ú¯º ÁÅÂ¶ Ã¹ÞÅò» çÅ ÃÇåÕÅð ÕÆåÅ
ÜÅò¶×ÅÍ

                                                                                   ÚËÁðîËé

                                                                  ê³ÜÅì ÃÕÈñ ÇÃ¼ÇÖÁÅ ì¯ðâ
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ÇòÇçÁÅðæÆ çÅ éÅî   : __________________

ÇòÇçÁÅðæÆ çÅ ð¯ñ é§. : __________________

ìËÚ ô°ð± Ô¯ä çÆ ÇîåÆ   : __________________

ÇòÇçÁÅðæÆ ìÅð¶ ÜÅäÕÅðÆ
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í±ÇîÕÅ
éËôéñ ÕðÆÕ°ñî ëð¶îòðÕ -B@@E, ÇÂÔ ÇÃëÅðô ÕðçÅ ÔË ÇÕ ì¼ÇÚÁ» ç¶ ÃÕÈñÆ ÜÆòé ù À°Ôé» ç¶
ÃÕÈñ å¯º ìÅÔð ç¶ ÜÆòé éÅñ ÜðÈð Ü¯ÇóÁÅ ÜÅäÅ ÚÅÔÆçÅ ÔËÍ ÇÂÔ ÇÃè»å ÇÕåÅì» å¯º ÇÃÖä çÆ
ÇòðÅÃå Ü» ðòÅÇÂå ù Û¼âçÅ ÔË, Ü¯ ÇÕ ÃÅâ¶ ÇÃÃàî Ü» êzäÅñÆ ù ÁÅÕÅð ç¶ ÇðÔÅ ÔË, Áå¶ ÃÕÈñ, Øð,
ÃîÅÇÜÕ íÅÂÆÚÅð¶ Áå¶ Õ³î ç¶ ÃæÅé ÇòÚÕÅð ÇÂ¼Õ çÈðÆ Ü» êÅó¶ çÅ ÕÅðé ìäçÆ ÔËÍ
        “ ÇòòÔÅðÕ Á³×ð¶ÜÆ (Áâò»Ãâ)” À°êð ÇòÇçÁÅðæÆ ÕÅðÜ-ê¹ÃåÕ ò¯ÇñÁî-I, Õ½îÆ ÇÕ¼åÅ –
î¹ÖÆ ÇÃÇÖÁÅ ï¯×åÅ ëð¶îòðÕ (N.V.E.Q.F) ù ñÅ×È Õðé ñÂÆ ï¯×åÅ êËÕ¶÷ çÅ ÇÂ¼Õ ÇÔ¼ÃÅ ÔË, Ü¯ ÇÕ
îé°¼ÖÆ Ãð¯å ÇòÕÅÃ î³åðÅñÅ (MHRD), íÅðå ÃðÕÅð çÅ ÇÂ¼Õ À°êðÅñÅ ÔË, å» Ü¯ ÃÕÈñ», ÇÕ¼åÅ-î¹¼ÖÆ
ÇÃÇÖÁÅ Áå¶ ÇÃÖñÅÂÆ Ã³ÃæÅé», åÕéÆÕ ÇÃÇÖÁÅ Ã³ÃæÅé», ÕÅñÜ» Áå¶ ïÈéÆòðÇÃàÆÁ» ç¶ ÇÂ¼Õ Õ½îÆ
îÅéåÅ êzÅêå ï¯×åÅ ÇÃÃàî ñÂÆ Ã»Þ¶ ÇÃè»å Áå¶ ÇçôÅ Çéðç¶Ã ÕÅÇÂî ÕÆå¶ ÜÅ ÃÕäÍ ÇÂÔ Áé°îÅé
ÔË ÇÕ NVEQF ï¯×åÅò» çÆ êÅðçðôåÅ, Á³åðÆ Ö¶åðÆ ÇÃÇÖÁÅ, ÇòÇçÁÅðæÆ Õ¶ºçðå ÇÃÇÖÁÅ ù
òèÅÂ¶×Å Áå¶ ò¼Ö-ò¼Ö ï¯×åÅò» ç¶ ÇòÚÕÅð ÇÃÇÖÁÅðæÆ çÆ ×åÆôÆñåÅ ù Ã¹ÇòèÅÜéÕ Õð¶×Å, ÇÂÃ
êzÕÅð ÇÂÔ ÜÆòé íð ç¶ ÇÃÖä ù À°åôÅÇÔå ÕðçÅ ÔËÍ
       ÇÂÔ ÇòÇçÁÅðæÆ ÕÅðÜ-ê¹ÃåÕ, Ü¯ ÇÕ À°Ôé» ÇòÇçÁÅðæÆÁ» ñÂÆ ÇÕ¼åÅ-î¹ÖÆ ï¯×åÅ êËÕ¶÷ çÅ
ÇÂ¼Õ ÇÔ¼ÃÅ ÔË, Ü¯ ÇÕ çÃòÆº ÜîÅå Ü» ìðÅìð çÅ ÇÂîÇåÔÅé êÅÃ Õð Ú¹¼Õ¶ Ôé, ù îÅÔð» ç¶ ÇÂ¼Õ ×ð°¼ê
Ü» ÃîÈÔ ç¹ÁÅðÅ ìäÅÇÂÁÅ Ç×ÁÅÍ ÁÅÂÆ.àÆ/ ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ ï¯×åÅ ÇòÕÅÃ ÕÅÀ±ºÃñ, Ü¯ ÇÕ ÁÅÂÆ.àÆ/
ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ À°çï¯× ñÂÆ Õ½îÆ ï¯×åÅ ÇòÕÅÃ ÕÅðê¯ð¶ôé (NSDC) ò¼ñ¯º îÅéåÅ êzÅêå ÔË, é¶ Õ½îÆ
ÇÕ¼åÅ ÇîÁÅð ÇòÕÃå ÕÆå¶Í Õ½îÆ ÇÕ¼åÅ ÇîÁÅð êzÆï¯×åÅ ÇîÁÅð» Áå¶ ÇçôÅ Çéðç¶ôÅ çÅ ÇÂ¼Õ ÃËµà ÔË,
Ü¯ ÇÕ ÁÅÂÆ.àÆ  À°çï¯× ç¶ êzåÆÇéèÆÁ» ç¹ÁÅðÅ êzòÅÇéå ÕÆå¶ Ü»ç¶ Ôé, å» Ü¯ Õ³î òÅñ¶ ÃæÅé À°µå¶
êzíÅòôÅñÆ ã³× éÅñ êzçðôé Õðé ñÂÆ, ñ¯óÆºçÆÁ» ï¯×åÅò» Áå¶ Ç×ÁÅé çÅ î¹ñ»Õä ÕÆåÅ ÜÅ
ÃÕ¶Í
      ê³âå Ã¹³çð ñÅñ ôðîÅ Õ¶ºçðÆ ÇÕ¼åÅ-î¹¼ÖÆ ÇÃÇÖÁÅ Ã³ÃæÅé (PSSCIVE) Ü¯ ÇÕ Õ½îÆ ÇÃÇÖÁÅ Ö¯Ü
Áå¶ ÇÃÖñÅÂÆ êzÆôç (N.C.E.R.T) çÆ ÇÂ¼Õ Ã³ØàÕ ÇÂÕÅÂÆ ÔË, ù òèòÅéÆ ëÅÀ±ºâ¶ôé ç¶ ÃÇÔï¯× éÅñ
N.V.E.Q ç¶ 1-4 ê¼èð ñÂÆ ÁÅÂÆ.àÆ/ ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ Ö¶åð» Çò¼Ú ÇÕ¼åÅ-î¹¼ÖÆ ï¯×åÅ êËÕ¶Ü ñÂÆ
ÇÂÕÅÂÆ ÁèÅðå êÅáÕzî Áå¶ ÇÃ¼Öä çÆ Ãî×ðÆ ÇåÁÅð ÕÆåÆ ÔË, ê¼èð-1 é½òÆº ÜîÅå ç¶ ìðÅìð ÔËÍ
NOS À°êð ÁÅèÅðå ÇÕ¼å¶ Ãì³èÆ Õ¶ºçðÆ Ü» î¹¼Ö Õ°ôñåÅò» (Ç×ÁÅé, Ô°éð» Áå¶ ï¯×åÅò») ù êÅáÕzî
Áå¶ ÇÃÖä ÇÂÕÅÂÆÁ» ç¶ ÇòÕÅÃ ÇÔ¼å êÛÅÇäÁÅ Ç×ÁÅÍ
 ÇÂÔ ÇòÇçÁÅæÆ ÕÅðÜ ê¹ÃåÕ ð¼à¶ éÅñ ÇÃÖä ù ÇéðÀ°åÃÅÇÔå Õðé çÆ Áå¶ ò¼Ö-ò¼Ö Õ¯ðÃ» Çò¼Ú
ñ¯óÆºçÆ ñÚÕåÅ ÇñÁÅÀ°ä çÆ Õ¯Çôô ÕðçÆ ÔË, Ü¯ ÇÕ ò¼Ö ò¼Ö ÇòôÅ Ö¶åð» ÇòÚÕÅð ÇåÖÆÁ» Ô¼ç» ù
å¯óé ñÂÆ ÜðÈðÆ ÔËÍ ÕÅðÜ ê¹ÃåÕ ×ÇÔðÆ Ü» Ãðòê¼ÖÆ Ã¯Ú Áå¶ ÔËðÅéÆ Ü» Áçí°ååÅ, Û¯à¶ ÃîÈÔ»
Çò¼Ú ÇòÚÅðÚðÚÅ Áå¶ ÇÃ¼è¶ Ü» ÇéÜÆ åÜðì¶ çÆ ñ¯ó òÅñÆÁ» ×åÆÇòèÆÁ» ç¶ î½ÇÕÁ» ù òè¶ð¶ åðÜÆÔ
Áå¶ ÃæÅé ç¶ä ðÅÔÆº ÇÂÔé» Õ¯ÇôôÅ ù Á¼×¶ òèÅÀ°ºçÆ ÔËÍ ÁÃÆº ÁÅÃ Õðç¶ Ô» ÇÕ ÁÇÜÔ¶ À°êðÅñ¶ Õ½îÆ
ÇÃÇÖÁÅ éÆåÆ (AIHF) Çò¼Ú ç¼Ã¶ Áé°ÃÅð ÇÃÇÖÁÅ çÆ ì¼ÚÅ Ü» ÇòÇçÁÅðæÆ Õ¶ºçðå êzäÅñÆ çÆ ÇçôÅ
ò¼ñ îÔ¼åòêÈðé åðÆÕ¶ éÅñ Á×ÅÔ òèä×¶Í ÇÂÃ Õ¯Çôô çÆ ÃëñåÅ À°Ôé» Õçî» À°µå¶ Çéðíð ÕðçÆ
ÔË Ü¯ ÇÕ ÃÕÈñ» ç¶ Çêz³ÃÆêñ Áå¶ ÁÇèÁÅêÕ ÃÇÔìÅé ì¼ÇÚÁ» ù ÇÂÔ À°åÃÅÇÔå Õðé ñÂÆ Ú¹¼Õä ÇÕ À°Ô
ÁÅêä¶ ÁÅê ÇÃ¼Öä Áå¶ ÕñêéÅåÇîÕ Áå¶ Õ³î Õðé òÅñÆ æ» å¶ ×åÆÇòèÆÁ» Áå¶ êzôé» ù Á¼×¶
òèÅÀ°äÍ ï¯×åÅ ÇòÕÅÃ ÁÇíÁÅÃ» Çò¼Ú ÇÃÇÖÁÅðæÆÁ» çÆ ôîÈñÆÁå Áå¶ À°Ôé» Çò¼Ú Õçð»-ÕÆîå»
Áå¶ ðÚéÅåÇîÕåÅ êËçÅ ÕðéÅ å» ÔÆ Ã³íò ÔË Ü¶Õð ÁÃÆº ì¼ÇÚÁ» ù ÃÈÚéÅ êzÅêå Õðé òÅÇñÁ» ç¶ å½ð



6

è§éòÅç

å¶ éÔÆº ìñÇÕ ÇÃÖä çÆ êzÇÕÇðÁÅ Çò¼Ú íÅ× ñËä òÅÇñÁ» ç¶ å½ð å¶ ôÅîñ ÕðÆÂ¶Í ÁÇÜÔ¶ À°ç¶ô» å¯º
ÃÅù ÃÕÈñ ç¶ ð°àÆé Áå¶ Õ³î ÕÅÜ ç¶ åðÆÕ¶ Çò¼Ú ÕÅëÆ ìçñÅÁ ÇñÁÅÀ°ä Ãì³èÆ Ã¹ÞÅÁ ÇîñçÅ ÔËÍ
×åÆÇòèÆÁ» ù ñÅ×È Õðé Çò¼Ú Õá¯ðåÅ ù ìðÕðÅð ð¼Öä ñÂÆ ð¯÷ÅéÅ çÆ ÃîÅ-ÃÅðäÆ Çò¼Ú ñÚÕåÅ
çÆ ñ¯ó Ô¯ò¶×Æ Áå¶ ÁÇèÁÅêÕ (êó·ÅÀ°ä) Áå¶ ÇÃÖñÅÂÆ ñÂÆ ñ¯óÆºç¶ êó·ÅÀ°ä ç¶ Ççé» Çò¼Ú òÅèÅ
ÕðéÅ êò¶×ÅÍ

Ô¶á ÇñÖ¶ ÃÇÔï¯×ÆÁ» é¶ ÇòôÅ-ÃÈÚÆ Ü» Ãî×ðÆ À°êñ¼ìè ÕðòÅÀ°ä Çò¼Ú îÔ¼åòêÈðé
í±ÇîÕÅ ÇéíÅÂÆ ÔË :

   A. Accenture India’s Corporate Citizenship Program (skills for life)/ Á (Õ) ÃËºÚð ÇÂ³âÆÁÅ÷ ÕÅðê¯ð¶à
     ÇÃàÆ÷éÇôê êz¯×ðÅî (ÃÇÕñ÷ ëÅð ñÅÂÆé) é¶ Á³×ð¶÷Æ Çòô¶ ñÂÆ Ãî¼×ðÆ À°êñ¼ìè ÕðòÅÂÆ ÔË
     Áå¶ ÇÂÃù ñÅ×È ÕðòÅÀ°ä Ü¯ íÅÂÆòÅñ (Dr. Reddy’s Foundation and Quest Alliance) Ôé,
     À°Ôé» å¼Õ òÆ ÁÅêäÆ êÔ°³Ú ìäÅÂÆÍ

   B. òèòÅéÆ ëÅÀ±ºâ¶ôé àÆî Ü¯ ÇÕ ÇÂÃ êÅáÕzî Áå¶ ÇòôÅ Ãî¼×ðÆ ù âÆ÷ÅÂÆé Õðé Áå¶ ìäÅÀ°ä
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      ìäÅÀ°ä Áå¶ À°çÅÔðé» ç¶ å½ð å¶ òðå¶ ×Â¶ ÔéÍ ÇÂÔé» ÃÅð¶ Ãð¯å» ç¶ ï¯×çÅé» ù è³éòÅç
      ÃÇÔå î³ÇéÁÅ Áå¶ ÃòÆÕÅð ÕÆåÅ Ç×ÁÅ ÔËÍ
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 ÃËôé A : ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ (CUSTOMER SERVICE
                              REPRESENTATIVES)

                      ë³Õôéñ ÇÂ³×Çñô (ÁËâò»Ãâ
                         (FUNCTIONAL  ENGLISH(ADVANCED)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

×ÅÔÕ Ã¶òÅ é°îÅÇÂ³çÅ Õ½ä Ô°³çÅ ÔË?
ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò ×ÅÔÕ» ù ×ÅÔÕ Ã¶òÅ ÃÔÅÇÂåÅ, ÁÅî êzôé» ç¶ À°µåð Çç³ç¶ Ô¯Â¶,
ë¯é å¶ Ü» ÇÂ³àðéËµà ðÅÔÆº åÕéÆÕÆ ÃÔÅÇÂåÅ çÆ ê¶ôÕô Õðç¶ Ô¯Â¶, òêÅð Áå¶ ×ÅÔÕ» ç¶ ÇòÚÕÅð ÇÂ¼Õ
Çñ§Õ ìäÅÀ°ºçÅ ÔË Í
     ·  ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò Ç÷ÁÅçÅåð ÒÒCSRÓÓ ç¶ òÜ¯º ÜÅä¶ Ü»ç¶ ÔéÍ
     ·  ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò ÇÃ¼è¶ ÔÆ ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ (Ãà¯ð ÁËÕÃ¶ÇÕÀ°Çàò) Ü» À°Ôé» ç¶
        òêÅð ç¶ (ÕÅñ ÃËºàð) Çò¼Ú ÕÅÇñ§× Â¶Ü³à Ô¯ ÃÕç¶ ÔéÍ
     ·  À°Ô À°åêÅç Áå¶ Ã¶òÅò» ç¶ ìÅð¶ ê¹¼Û¶ ×Â¶ ÃòÅñ» çÆ ×ÅÔÕ» ù ÜÅäÕÅðÆ î¹Ô¼ÂÆÁÅ ÕðòÅÀ°ä
      Áå¶ ×ÅÔÕ» çÆÁ» ÇôÕÅÇÂå» çÅ ÇéêàÅðÅ Õðé å¶ À°Ôé» ù Ã³íÅñä ç¶ ñÂÆ ×ÅÔÕ» éÅñ
      ×¼ñìÅå Õðç¶ ÔéÍ À°Ô òêÅð Áå¶ ×ÅÔÕ» ç¶ Çò¼Ú ÇÂ¼Õ ìÔ°å ÔÆ îÔ¼åòêÈðé Ãì³è ÃæÅÇêå Õðç¶
      ÔéÍ À°Ô ÁÅî å½ð å¶ Õ³êéÆ ç¶ ê¼Õ¶ ×ÅÔÕ Ã³êðÕ ç¶ ñÂÆ î¹¼Ö ÃÅèé Ô°³ç¶ ÔéÍ
     ·  ÕÅñ ÃËºàð Â¶Ü³à òÜ¯º ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò àËÕéÆÕñ Ü» éÅé-àËÕéÆÕñ ÃÔÅÇÂåÅ çÆ
       ê¶ôÕô Õðç¶ Ô¯Â¶  ë¯é À°µå¶ Ü» ÇÂ³àðéËà ÚËà ðÅÔÆº Ü» ÁÅî êzôé» ç¶ À°µåð Çç³ç¶ Ô¯Â¶ ×ÅÔÕ Ã¶òÅ
       ÃÔÅÇÂåÅ òÆ êzçÅé Õðç¶ ÔéÍ
     · À°Ô ìËºÕ Ü» ÕzËÇâà ÕÅðâ ÁÕÅÀ±ºà Ãì³èÆ ê¹¼ÛÇ×¼Û, ×ÅÔÕ ì¶éåÆÁ», ×ÅÔÕ ôÕÅÇÂåÅ,
      åÕéÆÕÆ Ü» ×Ëð åÕéÆÕÆ ÃÔÅÇÂåÅ Ãì³èÆ îÃñ¶, ×ÅÔÕ» ç¶ Ã¹ÞÅÁ Áå¶ ëÆâìËÕ Ãì³èÆ òÆ Ã¹ÞÅÁ
      Õð ÃÕç¶ ÔéÍ
Ô°ä å°ÃÆº ÁÅêä¶ ôìç» Çò¼Ú ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò ç¶ Õ³î çÆ ÇòÁÅÇÖÁÅ Õð¯Í ÁÅêä¶ ÜòÅì ù
ÁÅêäÆ é¯àì¹¼Õ Çò¼Ú ÇñÖ¯Í
ÇÕÃ¶ òÆ åð·» ç¶ Õ³î ñÂÆ ÖÅÃ Õ°ôñåÅò» çÆ ÷ðÈðå Ô°³çÆ ÔËÍ å°ÃÆº ÕÆ Ã¯Úç¶ Ô¯ ÇÕ  ÇÂ¼Õ ÕÃàîð ÃðÇòÃ
Çðêð÷Ëºà¶Çàò Çò¼Ú ÇÕÃ åð·» çÆÁ» Õ°ôñåÅò» Ô¯äÆÁ» ÚÅÔÆçÆÁ» Ôé?
   A.
   B.
   C.
   D.
   E.
   F.
   G.
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ÇÂ¼Õ Ú³×Å ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³çÅ ìäé ç¶ ñÂÆ ñ¯óÆºçÆÁ» Õ°Þ Õ°ôñåÅò» ÇÂÃ åð·» Ôé :
  · ×¼ñìÅå (Communication) : ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³çÅ ÁÕÃð ×ÅÔÕ» ù ë¯é ç¶ ðÅÔÆº Ã³íÅñçÅ ÔËÍ
    ÇÂÃ ñÂÆ ÇÂÔ îÔ¼åòêÈðé ÔË ÇÕ À°Ô Ú³×¶ ×¼ñìÅå Õðé òÅñ¶ Ô¯ä¶ ÚÅÔÆç¶ ÔéÍ À°Ô Ú³×¶ Ãz¯å¶ Ü»
    ÇèÁÅé éÅñ ×ÅÔÕ çÆ ×¼ñ Ã¹äé òÅñ¶ òÆ ÜðÈð Ô¯ä¶ ÚÅÔÆç¶ Ôé Áå¶ À°Ô Ã³Ö¶ê Áå¶ Ãêôà
    ÂÆî¶ñ Áå¶ ê¼åð ÇñÖä ç¶ ï¯× òÆ Ô¯ä¶ ÚÅÔÆç¶ ÔéÍ
Ãî¼ÇÃÁÅ çÅ Ô¼ñ ñ¼íä òÅñÅ Ô¯ò¶ : ÁÕÃð ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò ù î¹ôÕñ» ù êÇÔÚÅäéÅ
êËºçÅ ÔË , ÇôÕÅÇÂå» ù éÇÜ¼áä» êËºçÅ ÔË Ü» Çëð Á½Ö¶ å¶ ×°³ÞñçÅð ÃòÅñ» ç¶ Ü°ÁÅì ç¶ä¶ êËºç¶ ÔéÍ ÇÂÃ
ñÂÆ ÇÂÔ À°Ôé» ñÂÆ ìÔ°å ÔÆ îÔ¼åòêÈðé Ô¯ Ü»çÅ ÔË ÇÕ À°Ô Û¶åÆ ÇÕÃ¶ òÆ Ãî¼ÇÃÁÅ çÅ Ô¼ñ ç¶ä ç¶
ñÂÆ Ô°éðî³ç Ô¯ä¶ ÚÅÔÆç¶ Ôé Í
   · Õ³ÇêÀ±àð çÆ î¹ÔÅðå ð¼ÖçÅ Ô¯ò¶ : ÕñÅÇÂ³à Ã³å°ôà Õðé ç¶ ñÂÆ Ü» Õ³êéÆ çÆ ÜÅäÕÅðÆ êzÅêå
     Õðé ç¶ ñÂÆ Ç÷ÁÅçÅåð ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò ð¯÷ÅéÅ ÔÆ Õ³ÇêÀ±àð çÆ òðå¯º Õðç¶ Ôé Í
    ÇÂÃ ñÂÆ À°Ôé» ù Õ³ÇêÀ±àð çÆ òðå¯º ç¶ Çò¼Ú Õ¯ÂÆ î¹ôÇÕñ éÔÆº ÁÅÀ°äÆ ÚÅÔÆçÆ Áå¶ À°Ô Áñ¼×-
    Áñ¼× åð·» ç¶ ÃÅëàò¶Áð ÇÃ¼Öä ç¶ ï¯× Ô¯ä¶ ÚÅÔÆç¶ Ôé å¶ À°Ôé» ù ÇÂ³àðéËµà çÆ òðå¯º ÕðéÆ
    ÁÅÀ°äÆ ÚÅÔÆçÆ ÔËÍ
   · ñ¯Õ» éÅñ ÇòÚðé Çò¼Ú î¹ÔÅðå ð¼ÖçÅ Ô¯ò¶ : ÁÕÃð ×ÅÔÕ  ÇéðÅô Ô¯ Ü»ç¶ Ôé Üç¯º À°Ô
    ÕÃàîð Ã¶òÅò» éÅñ Ã³êðÕ Õðç¶ ÔéÍ ÇÂÃ éÅñ ÇÂÔ îÔ¼åòêÈðé ìä Ü»çÅ ÔË ÇÕ ÕÃàîð
    ÃðÇòÃ Çðêð÷Ëºà¶Çàò ù Ôð Ãî¶º ô»å, ÇéîðåÅ å¶ ÃÇåÕÅðï¯× íÅòéÅ ç¶ éÅñ ðÇÔäÅ ÚÅÔÆçÅ ÔËÍ
   · ÇòÁÅÕðé Áå¶ ôìç-Ü¯ó : ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò ù òèÆÁÅ åðÆÕ¶ éÅñ Á³×z¶÷Æ
    ì¯ñäÆ ÁÅÀ°äÆ ÚÅÔÆçÆ ÔË Áå¶ ×ñå  ôìç òðåä å¯º êzÔ¶÷ ÕðéÅ ÚÅÔÆçÅ ÔËÍ Üç¯º ÂÆî¶ñ Áå¶
    ê¼åð ÇñÖ¶ Ü»ç¶ Ôé å» À°Ôé» ù ÇòÁÅÕðé Áå¶ ôìç-Ü¯ó» çÅ Ú³×Å ÁÇíÁÅÃ ÕðéÅ ÚÅÔÆçÅ ÔËÍ

ÁÇíÁÅÃ A : ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò
ÁÅêä¶ ÁÇèÁÅêÕ çÆÁ» ÔçÅÇÂå» çÆ êÅñäÅ Õð¯Í ÇÂÃ ÁÇíÁÅÃ ç¶ Çò¼Ú å°ÃÆº ÇÂ¼Õ ÕÅñ ÃËºàð ç¶ Ççzô
òÜ¯º Áå¶ ÁÅÔî¯ ÃÅÔîä¶ çÆ ×¼ñìÅå ç¶ ðÅÔÆº ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò çÆ é½ÕðÆ ÃÔÆ åðÆÕ¶
éÅñ ÃîÞä å¶ ÇìÁÅé Õðé ç¶ ñÂÆ ÖÅñÆ æÅò» íðé ç¶ ï¯× Ô¯ä¶ ÚÅÔÆç¶ Ô¯Í
1. A: Hi! How did your interview go?
B: Good. They said I had the skills of a good CSR.
A: CSR? What’s that?
B: It’s the shorter version of a ____________________________.
A: Oh, that’s good to know. So, what is the job of a CSR?
B: Well, as they deal with customers on a daily basis, they form a very important ___
    _______________ between the businesses and the customers. And because they handle complaints
   and sometimes answer complicated questions, they also need to be skilled in quick, logical
  __________________.
A: Sounds interesting. I hope you get the job.
B: Me too.
A: Good luck!
B: Thanks!
2. A: Hey ! Do you think I too could apply for a job as a CSR?
B: Sure! In fact, you would be perfect for the job.
A: What makes you think so?
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B: Because you have all the skills required for the job.
A: What are the skills needed?
B: The first skill needed is _________________, as you will have to either talk or email chat with
   customers the whole day. The next skill needed is  ___________________, as it’s very important
   to be calm, polite and respectful at all times when dealing with customers. The other skills
   required are two things you are excellent at!
A: What?
B: Computers and ___________. As CSRs use computers on a daily basis, to take down and
   recover client or company information, and you are required to speak and write/type letters/mails in
   clear and understandable English.
A: Great! I think I will apply for the job first thing tomorrow morning. Wish me luck.
B: Best of luck!
3. A: Did you check out the new website “This is IT.com” for IT/ITES jobs?
B: No. Is it any good?
A: Yes, it is. My friend just got a job through the site.
B: So, do you know of any job offers that I could apply for?
A: Yes. There is an opening for a customer service representative in a BPO. You should apply.
B: What would my job as a customer service representative be like?
A: I think you might have to provide customer service support by offering _________________ and
   ____________ support over the phone or via internet-chat or answer general questions. And you
   also may have to handle _______________ or _____________ card account inquiries, customer
   requests, customer _____________.
B: Wow! That seems like a lot to do. Do you really think I should apply?
A: Yes. I do.
B: Alright. I will go online and apply for the job right away!
A: All the best!
B: Thanks!

1. More stores have realized the importance of good customer service.

2. APPLE has introduced the iPad-4 recently.

3. Compworldhas a new computer gaming section.

4. Customers have decided to shop only at Compworld because of the wide

     range of computers they sell.

5. They have reduced the prices of their laptops to half.

6. More customers are coming to the shop after the sale was announced.

Identify the sentences in the present perfect tense :-
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ÇÂÃ ÇòÁÅÕðé ç¶ Çéïî çÆ òðå¯º ÕðÕ¶ ÃèÅðé òÅÕ ìäÅÀ°ä çÆ Õ¯Çôô Õð¯ Í

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ ç¶ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ç¶ ñÂÆ ñË
Õ¶ ÁÅúÍ

î¹ñ»Õä

ÇÂÃ ù êó·¯ :
1. I ______ (buy) a modem.

    I have bought a modem.

2. I ______ not ______ (buy) a CD.

    I have not bought a CD.

Fill in the blanks with present perfect form of the verbs given in the brackets

1. By mistake I ____________ (keep) these old DVDs.

2. I just bought the laptop for 50,000 rupees and yet you____________ not ____________(give)
    me any discount.

3. We are in loss because he ____________ (sell) the laptop at a price lower than the cost price.

4. Trust me ma’am, I ____________ (offer) you the best price. No other shop will offer you this
     price.

5. Someone____________ (forget) their wallet here.

6. He ____________ (sell) very few computers because the customers find the prices very high.

7. I ____________ (spend) less money for this computer than I thought I would because the
    shopkeeper gave me a good discount.

8. How many calls ____________ you ____________ (make) to the customers?

9. You ____________ not ____________ (tell) me the cost of the Tablet PC.

10. You ____________ already ____________ (serve) the customer well.
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ÃËôé 2:  ÁÅêä¶ Õ³î ìÅð¶ ÜÅäÕÅðÆ ç¶äÅ (Describing Your job)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÇêÛñ¶ ÃËôé ç¶ Çò¼Ú å°ÃÆº ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Çðêð÷Ëºà¶Çàò çÆ é½ÕðÆ ç¶ êz¯ëÅÂÆñ ìÅð¶ ÚðÚÅ ÕÆåÆ
ÃÆÍ ÇÂÃ ÃËôé ç¶ Çò¼Ú å°ÃÆº ÇÃ¼Ö¯×¶ ÇÕ ÇÂ¼Õ ÃèÅðé é½ÕðÆ çÆ ÇòÁÅÇÖÁÅ ÇÕò¶º Çç¼åÆ Ü»çÆ ÔËÍ
ÕñêéÅ Õð¯ ÇÕ å°ÔÅâ¶ Õ¯ñ À°Ô é½ÕðÆ ÔË Ü¯ å°ÃÆº ÚÅÔ°³ç¶ ÃÆ Áå¶ å°ÔÅâÅ êÇðòÅð ÇÂÃ é½ÕðÆ ç¶ ìÅð¶
ÜÅäÕÅðÆ ÔÅÃñ Õðé ç¶ ñÂÆ À°åÃ¹Õ ÔËÍ Ô°ä Ô¶á» Çç¼å¶ êzôé» ç¶ À°µåð Ççú :
1. What do you do?

2. Where do you work?

3. Where is your office located?

4. How long have you been working there?

5. What are your work timings?

ÁÅêä¶ À°µåð» ù ÁÅêäÆ é¯àì¹¼Õ ç¶ Çò¼Ú ÇñÖ¯Í Ü¯ À°µåð å°ÃÆº Ô°ä¶ ÇñÇÖÁÅ ÔË À°Ô å°ÔÅâÆ é½ÕðÆ çÆ
ÇÂ¼Õ ÃèÅðé ÇÜÔÆ ÇòÁÅÇÖÁÅ ÔËÍ

ÁÇíÁÅÃ A: ÁÅêäÆ é½ÕðÆ çÆ ÜÅäÕÅðÆ ç¶äÆÍ (Describing your job)

Read the passage given below. It discusses Manish’s job. Now, imagine that you are Manish
(stand in Manish’s boots) and answer the questions in the conversation that follows. Post that,
you will form pairs and role play the conversation between A and B, and present the role play
before the class.

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.

A: So, where are you working at?
B: _________________________________________________________________.
A: Where is it located?
B: _________________________________________________________________.

_________________________________________________________________.
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A: What are the working hours?
B: _________________________________________________________________.
A: How long have you been working on this job?
B: _________________________________________________________________.
A: Tell us a little about your work.
B: I am working as a _______________________________. The job requires
____________________________________________________________________.
A: Have you worked as a sales representative before?
B: _________________________________________________________________.
A: How is this job different from your previous job?
B: _________________________________________________________________.
A: How much does your job pay you?
B: _________________________________________________________________.
A: What else is there?
B: _________________________________________________________________.
A: So, is there anything that you do not like about your job?
B: __________________________________________________________________
________________________________________________.

EXERCISE 2: (Connectors and Conjunctions)

1. My main job is that of a Team Leader, _____ I also answer calls sometimes. (but, yet, so)
2. I chose to take up the job in Delhi _____ it is a bigger organization. (so, as, and)
3. My working hours are from 9am to 7pm; _____ you could say that I work 10 hours. (but, so,
    because)
4. I am doing an MBA ___________ I want to grow in my career. (and, though, because)
5. In the near future, I want to become a Call Center Manager. ____________ I have not worked in
     a managerial role before, I am sure I will pick up the skills. (Though, For, But)
6. First, I used to be a call center agent. ______ I became a Team Leader. (However, Then, In brief)
7. I like my new job. _____________ I love talking on the phone! (Nevertheless, Moreover,
    Therefore)

ÇÂÃ ÇòÁÅÕðé ç¶ Çéïî çÆ òðå¯º ÕðÕ¶ ÃèÅðé òÅÕ ìäÅÀ°ä çÆ Õ¯Çôô Õð¯ Í

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ ç¶ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ç¶ ñÂÆ ñË
Õ¶ ÁÅúÍ

Choose the appropriate conjunction / connector.
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î¹ñ»Õä
  · ÇÂÃ ù êó·¯ :
1. I told her I didn’t know how to make an omelette, so she offered to show me  how. (conjunction)

2. I told her I didn’t know how to make an omelette. Then she offered to show me how. (connector)

3. She offered to show me how to make omelette as I didn’t  know how.   (conjunction)

4. I didn’t know how to make an omelette. Therefore she offered to teach me.  (connector)

  · ÔçÅÇÂå : Ô¶á» ìÅÕÃ Çò¼Ú Çç¼å¶ Ü¯óÕ/Õ³ÜÕôé» (connectors/conjunctions) çÆ òðå¯º ÕðÕ¶
    ÖÅñÆ æÅò» íð¯Í Õ°Þ Ü¯óÕ/Õ³ÜÕôé» çÆ òðå¯º ç¹ìÅðÅ ÕÆåÆ ÜÅÃÕçÆ ÔËÍ

My name is Isha _______ I am a call center agent at WKS, a BPO at Tech-City in Gurgaon. I have
been working there for more than a year. _______ I enjoy my work so much that time seems to have
passed very quickly.

_______, a lot of people feel that a call center agent’s job is easy, it’s not. It is a job that requires a lot
of energy _______ patience. Every morning, I have to reach the office by 9:00am sharp. _______ I
have to mark my attendance, _____ make sure I check all my emails for any incomplete work that
has to be completed. _______, I have to attend and solve all the customers’ calls.

I start attending to calls at around 9:30am, _____, break for lunch only at 12:30pm. We have an hour
to finish eating, and _____ its back to work. _______ our organization is very large ____ internationally
well known, it attracts a lot of customers from across the world.

though

then

however

because

and

so

but

next

as

thus
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ÃËôé 3: Û°¼àÆ ñÂÆ ÁêñÅÂÆ ÕðéÅ (Applying for Leave)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÇÂÃ ÁÇèÁÅÇÂ ç¶ Çò¼Ú å°ÃÆº çëåðÆ îÅÔ½ñ ç¶ Çò¼Ú Û°¼àÆ ÁêñÅÂÆ Õðé ç¶ ìÅð¶ ÇÃ¼Ö¯×¶ÍÛ°¼àÆ ç¶ òÅÃå¶
Áð÷Æ ÇñÖä ç¶ ñÂÆ å°ÃÆº ò¼Ö ò¼Ö ëÅðîËàÃ ìÅð¶ ÇÃ¼Ö¯×¶Í

Û°¼àÆ Áð÷Æ (ÇìéËê¼åð) ÕÆ Ô°³çÆ ÔË?
Û°¼àÆ ç¶ ñÂÆ Áð÷Æ ÇÂ¼Õ ÁÅî ð¯÷×Åð ÂÆî¶ñ / ÇñÖåÆ ê¼åð Ô°³çÅ ÔË Ü¯ ÇÕ Ãí Ã³ÃæÅò» ç¶ Çò¼Ú àÅÂÆê
ÕÆåÅ Ü»çÅ ÔËÍ Ãí åð·» çÆ Û°¼àÆ ÁËêñÆÕ¶ôé» ç¶ ìÅð¶ Õ°Þ ÜðÈðÆ ÁÅî ×¼ñ» ÇÂÔ Ôé :
   · ÇÂ¼Õ î¹ñÅ÷î ù ñ§îÆ Û°¼àÆ å¶ ÜÅä å¯º êÇÔñ» ÇÂ¼Õ Û°¼àÆ ç¶ ñÂÆ ÁðÜÆ ÜðÈð ç¶äÆ ÚÅÔÆçÆ ÔËÍ ÇÂÃ
     ç¶ éÅñ Ã³ÃæÅ êzì³èÕ» ù À°Ã ÖÅÃ Ãî¶º ç¶ Çò¼Ú Ç÷³î¶òÅðÆÁÅ ÇÕÃ¶ çÈÜ¶ ÇòÁÕåÆ ù Ã¯ºêä ç¶ Çò¼Ú
     ÃÔÅÇÂåÅ ÇîñçÆ ÔËÍ
   · Û°¼àÆ ç¶ ñÂÆ í¶ÜÆ ×ÂÆ ÂÆî¶ñ/ ê¼åð î¹ñÅ÷î çÆÁ» Û°¼àÆÁ» çÅ ÇðÕÅðâ ð¼Öä ç¶ Çò¼Ú ÃÔÅÇÂåÅ
     ÕðçÆ ÔËÍ
   · À°µÚ ÁÇèÕÅðÆÁ» ù ÖÅÃ Ãî¶º ñÂÆ Ã³ÃæÅ Çò¼Ú éÅ-À°êñ¼ìè Ô¯ä òÅñ¶ ÕðîÚÅðÆ ç¶  ìÅð¶ ÜÅäÕÅðÆ
      ç¶ä ç¶ ñÂÆ Áð÷Æ ÇñÖÆ Ü»çÆ ÔËÍ
   · ÁËêñÆÕ¶ôé ðÃîÆ (Formal) íÅôÅ ç¶ Çò¼Ú ÇñÖÆ Ü»çÆ ÔË Áå¶ ÇÂÃçÅ éîÈéÅ Ã³ÃæÅ ò¼ñ¯º ÇéôÇÚå
     ÕÆåÅ Ü»çÅ ÔËÍ
   · Û°¼àÆ çÅ ÕÅðä Áå¶ Ãî» Áð÷Æ ç¶ Çò¼Ú ÃÅø ÃÅø ÇñÇÖÁÅ Ü»çÅ ÔËÍ
   · ÁËêñÆÕ¶ôé ÂÆî¶ñ/ê¼åð Û¯àÅ Áå¶ Ãêôà ÇñÇÖÁÅ Ü»çÅ ÔËÍ
   · ÇÃðë Ã³ì³Çèå ÜÅäÕÅðÆÁ» ÔÆ ÁËêñÆÕ¶ôé ÂÆî¶ñ/ê¼åð ç¶ Çò¼Ú ÇñÖÆÁ» Ü»çÆÁ» ÔéÍ
   · Áð÷Æ Çò¼Ú é½ÕðÆ ç¶ä òÅñ¶ éÈ³ ÇÂÔ Ã³ç¶ô Çç¼åÅ Ô¯ò¶ ÇÕ Üç¯º ÕðîÚÅðÆ Û°¼àÆ å¯º òÅêÃ êðå¶×Å å»
     À°ÃçÅ ìÅÕÆ ðÇÔ³çÅ Ô¯ÇÂÁÅ ÃÅðÅ Õ³³î êÈðÅ ÕÆåÅ Ô¯ÇÂÁÅ Ô¯ò¶×ÅÍ
Ô¶á» ç¯ éîÈé¶ À°Ôé» ÕðîÚÅðÆÁ» ç¶ ñÂÆ Çç¼å¶ ×Â¶ Ôé Ü¯ ÔÅðâ ÕÅêÆ (ÕÅ×÷) ç¶ À°µå¶ Û°¼àÆ ç¶ ñÂÆ
ÁðÜÆ ÇñÖä ù åðÜÆÔ Çç³ç¶ Ôé Í ÇÂÃ éîÈé¶ ù Áå¶ ÇÂÃ ÇòÚñÆ íÅôÅ ôËñÆ ù é¯à Õð¯Í é¯à Õð¯ ÇÕ
ÇÕò¶º ÇÂ¼Õ ÕðîÚÅðÆ ÁÅêä¶ Çé¼ÜÆ ÕÅðä ÕðÕ¶ ê³Ü Ççé» ç¶ ñÂÆ Û°¼àÆ ÁêñÅÂÆ Õð ÇðÔÅ ÔËÍ

                              A Sample Employee Leave Application letter – 1
Name:RaashiDingra
Employee Code: CSD - 1248
Date: 05/24/2013
To,
Avinash Bagaadi
Manager, Human Resources
                                   Subject: Leave application for 10 days for exams.
Dear Sir,
I wish to apply for 10 working days leave from the 15th of next month till the
end of month (16 - 27 Apr. 2012).
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The reason for this is my master’s course examinations of the final term. The examinations
consist of the 10 papers that I need to appear for, and the additional five days are for preparing
for the examinations.

I shall report back to work on the 30th of May 2012 and put in extra hours to complete any
work that has arisen during the period of my absence.

I request you to kindly approve my leave.

Thanking you.

Regards,

Ankita Pandey

                                    A Sample Employee Leave Application Letter - 2
Dated: 21st July, 2009
To,
The Manager,
Computer Services Department.
                                                 Subject: Request for leave
Dear Sir/Ma’am,
I would like to request a leave for 5 days, from the 25th to 29th of July, as I
have to attend my brother’s wedding in Jamshedpur. I assure you that the
reports expected on 31st of July will be delivered on time.
I would be extremely happy if my leave is sanctioned.
Thanking you,
Regards,
Arun Anand - (Employee-Id No. 0123)
Computer Services Department

Áð÷Æ ç¶ éîÈé¶ ù é¯à Õð¯ Í ÕÆ å°ÃÆº Ô¶á» Çç¼åÆÁ» ÜÅäÕÅðÆÁ» é¯à ÕÆåÆÁ» ?
  · ÇîåÆ Ãí å¯º À°µêð Ö¼ì¶ êÅÃ¶ ÇñÖÆ ×ÂÆ ÔËÍ
  · ÕðîÚÅðÆ ç¶ ÁÔ°ç¶ å¯º ìÅÁç ÇîåÆ ÇñÖÆ ÔËÍ ÇÂÔ Ö¼ì¶ êÅÃ¶ ÇñÇÖÁÅ Ô¯ÇÂÁÅ ÔËÍ
  · ÇÜÃ ù ê¼åð êzÅêå Ô¯äÅ ÔË À°ÃçÅ çÅ ÁÔ°çÅ Çòô¶ (ÃìÜËÕà) å¯º ìÅÁç ÇñÇÖÁÅ ÔËÍ
  · Çòô¶ (ÃìÜËÕà) å¯º ìÅÁç êzäÅî ÇñÇÖÁÅ Ç×ÁÅ ÔËÍ
  · êzäÅî å¯º ìÅÁç ê¼åð çÅ î¹¼Ö íÅ× ÇñÇÖÁÅ Ô¯ÇÂÁÅ ÔËÍ
  · ê¼åð ç¶ î¹¼Ö íÅ×  å¯º ìÅÁç Û°¼àÆ ñÂÆ ÇñÇÖÁÅ Ç×ÁÅ ÔËÍ

éîÈéÅ C- : ÂÆî¶ñ ç¶ ðÅÔÆº Û°¼àÆ ñÂÆ Áð÷Æ çÅ éîÈéÅÍ
íÅôÅ Áå¶ éîÈé¶ ù é¯à Õð¯ Í
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A Sample Employee Leave Application E-mail - 3

Dear Sir,

This application mail is to request you to grant me a leave (of absence) for three weeks starting

 from November 10, 2012.

My wife has had an accident resulting in a dislocated knee joint that needs to be surgically

operated and I am the prime care taker. I need to be with her during the surgery and the

recovery period. The doctors have advised her three weeks of complete bed rest.

Therefore, I would really appreciate your approval of leave, as I will have to take care of my

wife, children and home. I will return to work on December 2, 2012.

All my work has been completed up-to-date; however, if there are any concerns, I can be

contacted via phone / internet.

Yours sincerely

Jagjit Anand

Customer Service Representative

Employee – id 78910

ÕÆ å°ÃÆº ÂÆî¶ñ ðÅÔÆº Û°¼àÆ ç¶ ñÂÆ ì¶éåÆ ê¼åð (ÁËêñÆÕ¶ôé) Çò¼Ú Á³åð ù é¯à ÕÆåÅ ÔË?  ÂÆî¶ñ ç¶
ñËàð ç¶ Çò¼Ú ÃÅð¶ ÃËÕôé» çÅ ëÅðîËà Ö¼ì¶ êÅÃ¶ ÁñÅÂÆºâ ÕÆåÅ Ô¯ÇÂÁÅ Ô°³çÅ ÔËÍ ÇÂ¼æ¯º å¼Õ ÇÕ êËðÅ òÆ
Ö¼ì¶ êÅÃ¶ å¯º ÔÆ ô°ðÈ Ô¯äÅ ÚÅÔÆçÅ ÔËÍ ÃÅð¶ òÅÕ ñËàð Ü» î¶ñ ç¶ îÅðÇÜé å¯º ÔÆ ô°ðÈ Ô¯ä¶ ÚÅÔÆç¶ ÔéÍ
À°çÅÔðé ñÂÆ :
To: (recipient’s address)
CC: (the reporting manager’s personnel e-mail addresses)
Subject: Leave application for ____ days for ____.
ÇÂÃ ÃËÕôé (ÃìÜËÕà) ç¶ Çò¼Ú å°ÃÆº Û°¼àÆ ç¶ ÕÅðä çÆ ÜÅäÕÅðÆ Ü¶Õð ç¶äÅ ÚÅÔ°³ç¶ Ô¯ å» ç¶ ÃÕç¶ Ô¯
éÔÆº å» Û¼â òÆ ÃÕç¶ Ô¯ Í î³é ñò¯ ÇÕ ÇÂÔ Çé¼ÜÆ ÕÅðä ÔË å» ÇÂÔ Ú³×Å Ô¯ò¶×Å ÇÕ ÇÂÃ ù ÃìÜËÕà ç¶
Çò¼Ú éÅ ÇñÇÖÁÅ ÜÅò¶Í Ü¶Õð ÇÂÔ ÁÅî ÕÅðä ÔË ÇÜò¶º ÇÕ å°ÔÅâÆ êzÆÇÖÁÅ ÔË, å» å°ÃÆº ÇÂÃ ù ÃìÜËÕà
ç¶ Çò¼Ú ç¼Ã ÃÕç¶ Ô¯Í
ÂÆî¶ñ çÅ î¹¼Ö íÅ× (ìÅâÆ) :
   · ÇÜÃ ù ÂÆî¶ñ í¶ÜäÆ ÔË À°Ãç¶ éÅî , ÁÔ°ç¶, ÇòíÅ× ÁÅÇç å¯º ô°ðÈ Õð¯Í ÂÆî¶ñ çÆ êÇÔñÆ ñÅÂÆé ç¶
     Çò¼Ú ÇòÁÕåÆ ù ÇÂÔ ÇñÖäÅ ÚÅÔÆçÅ ÔË ÇÕ À°Ô Û°¼àÆ ç¶ ñÂÆ ÁêñÅÂÆ ÕðéÅ ÚÅÔ°³çÅ ÔËÍ
  · ÇÂÃ å¯º Á¼×¶ ÇîåÆ Áå¶ Õ³î ç¶ Ççé» ìÅð¶ ÜÅäÕÅðÆ ÇçúÍ
  · çÈÜ¶ êËð¶ ç¶ Çò¼Ú ÇòÁÕåÆ À°Ã ÕÅðä ù ÇñÖ ÃÕçÅ ÔË ÇÜÃ ÕðÕ¶ Áð÷Æ Çç¼åÆ ÜÅ ðÔÆ ÔËÍ À°Ã å¯º
      ìÅÁç À°Ôé» ù Û°¼àÆ çÆ êzòÅé×Æ ìÅð¶ ì¶éåÆ Õð¯Í
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   · ÁÅî å½ð å¶ ÇÂÃ ê¼åð çÆ Ãî¼×ðÆ C@@ ôìç» å¯º ò¼è éÔÆº Ô¯äÆ ÚÅÔÆçÆÍ
   · è³éòÅç Õðç¶ Ô¯Â¶ Áå¶ ÇÂÔ ÕÇÔ³ç¶ Ô¯Â¶ ÇÕ å°ÃÆº À°Ôé» ç¶ Ü°ÁÅì çÅ ÇÂ³å÷Åð Õð¯×¶  ê¼åð ù Öåî

Õð¯ Í
ÔÃåÅÖð : å°ÔÅâÅ éÅî, ÁÔ°çÅ, ÕðîÚÅðÆ Õ¯â, ÇòíÅ×Í

ÁÇíÁÅÃ A : Û°¼àÆ ñÂÆ Áð÷Æ ÇñÖäÅ
ÁÅêä¶ ÁÇèÁÅêÕ ç¹ÁÅðÅ Çç¼åÆÁ» ×ÂÆÁ» ÔçÅÇÂå» ù ìó¶ ÔÆ ÇèÁÅé éÅñ Ã¹ä¯Í ÇÜò¶º ÇÕ ÁÇíÁÅÃ
ç¶ Çò¼Ú ç¼ÇÃÁÅ Ç×ÁÅ ÔË å°ÔÅù ÇÂ¼Õ Ü¯óÆ ìäÅ Õ¶ êzË÷Ëºà¶ôé ìäÅÀ°ä  çÆ ÜðÈðå ÔËÍ Ôð¶Õ Ü¯óÆ é¶ êÈðÆ
×¼ñìÅå ÇÂ¼Õ éÅàÕ ç¶ ðÈê Çò¼Ú êÈðÆ ÕðéÆ ÔË ÇÜÃ Çò¼Ú ÇÂ¼Õ ÇòÇçÁÅðæÆ Â¶ Áå¶ çÈÜÅ ìÆ çÆ í±ÇîÕÅ
ÁçÅ Õð¶×ÅÍ

Ô¶á» Çç¼åÆÁ» ×ÂÆÁ» ÁÅêôé» ç¶ éÅñ ÖÅñÆ æÅò» íð¯ :
       · your reasons for taking the leave

       · The letter should start

       · you can write down the salutation

       · Thanks a lot

       · the top left corner

       · you can write the body of your leave application

       · write the subject after that

       · designation of the person

A: I don’t know how to write a leave application.

B: I do. Would you like me to teach you?

A: Yes, that will be great!

B: Okay. _____________________with the date. Write down the date on _________________.

A: Okay. What should I write after date?

B: The ______________________________________you are writing the leave application
    to.

A: Right! And I suppose we have to _______________________________.

B: Correct! After that, ________________________________________.

A: And the salutation is usually followed by the subject, isn’t it?

B: Yes. Then, ______________________________________________________.

A: What should I write in that?

B: You can state how many days’ leave you want to request as well as___________________
_______________________.

A: Okay. And what comes after the body?

B: After the body of the letter, you can give the leave-taking. And that’s how you write a leave
application.

A: ________________________________!
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ÁÇíÁÅÃ B :  ôìçÅòñÆ (Vocabulary)
Choose the option which define the words in bold or share meaning with
them.

1. A leave letter is one where you request leave.

    (a) ask for

    (b) demand

    (c) refuse

2. It should have a subject.

    (a) a statement which shortens the letter

    (b) a statement which states the topic of the letter

    (c) a statement which is an example of the letter

3. It is easy to write a leave application.

    (a) difficult

    (b) a tough job

    (c) not difficult

4. I would be extremely happy if my leave is sanctioned.

    (a) refused

    (b) allowed

    (c) not allowed

5. I have to attend my brother’s meeting in Jamshedpur.

   (a) to be present at

   (b) to be absent at

   (c)  not to go to

î¹ñ»Õä
Instruction: Select the right word from the options given.

1. I would like to request/beg you for a grant of motherhood/maternity leave.

2. I have been working with this organization for the past six years and my leave record is very good/
    perfect.

3. Apart from last year when I exhausted/finished all my available leaves, every other year has at
   least 5 or 6 days of un-availed leaves.

4. I understand/know that the company does not provide maternity leave/off.

5. However/Though, I hope that my case can be considered as an exception/omission to the rule.

6. I hope this record helps you to view my case favorably/happily.

7. I would be extremely grateful if my leave is sanctioned/passed.
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ÃËôé 4: ÇÂ¼Õ Ú³×Å àÆî êñ¶Áð Ô¯äÅ (Being a Good Team Player)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÁÃÆº ÃÅÇðÁ» é¶ àÆî ç¶ Çò¼Ú Õ³î ÕÆåÅ Ô¯ÇÂÁÅ ÔËÍ ÇÂ¼Õ êÇðòÅð òÆ àÆî çÆ åð·» ÔÆ Ô°³çÅ ÔË ÇÜÃ Çò¼Ú
ÁÃÆº ÃÅð¶ ÇÂ¼Õ çÈÜ¶ éÅñ ÃÇÔï¯× Õðç¶ Ôé å» Ü¯ Ç÷³ç×Æ çÆ ïÅåðÅ òèÆÁÅ Ú¼ñçÆ ðÔ¶Í ÇÂÃ¶ åð·»
Ã³ÃæÅ ç¶ Çò¼Ú òÆ ÇÂÃ¶ åð·» çÅ ÃÇÔï¯× Ô¯äÅ ÜðÈðÆ ÔËÍ Ô°ä Ô¶á» Çç¼å¶ ÔÅñÅå» ò¼ñ ò¶Ö¯ Áå¶ é¯à Õð¯
ÇÕ ÇÂ¼Õ Ú³×Å àÆî êñ¶Áð Ô¯ä çÆÁ» ÕÆ Çòô¶ôåÅò» Ôé Áå¶ ÕÆ éÔÆº Í
   1. å°ÔÅâ¶ éÅñ Õ³î Õðé òÅñÅ å°ÔÅâÅ ÃÅæÆ å°ÔÅù æ¯ó¶·, Ãî¶º ñÂÆ À°Ãç¶ ÇâêÅðàîËºà çÆ ç¶ÖíÅñ Õðé
     ñÂÆ ÕÇÔ³çÅ ÔË ÇÕÀ°ºÇÕ À°Ãé¶ ÇÂ¼Õ ÜðÈðÆ ÕÅñ ÁàËºâ ÕðéÆ ÔËÍ å°ÃÆº ÇÂÔ ÕÇÔ Õ¶ ÇÂéÕÅð Õð Çç³ç¶
     Ô¯ ÇÕ å°ÃÆº ìÔ°å Ç÷ÁÅçÅ ð¹¼Þ¶ Ô¯Â¶ Ô¯Í
   2. å°ÔÅâÅ ÜÈéÆÁð å°ÔÅù Õ³î Õðé ìÅð¶ ê¹¼ÛçÅ ÔË ÇÕ Õ³î ÇÕò¶º ÕðéÅ ÔË ÇÕÀ°ºÇÕ À°Ô éò» ÁÅÇÂÁÅ
    ÔËÍ å°ÃÆº À°Ãç¶ Õ³î ù ìÔ°å â±³ØÅÂÆ ç¶ Çò¼Ú ç¼Ãç¶ Ô¯ Áå¶ À°Ãù ÕÇÔ³ç¶ Ô¯ ÇÕ Üç¯º òÆ å°ÔÅù
    ÃÔÅÇÂåÅ çÆ ñ¯ó Ô¯ò¶ å» å°ÃÆº î¶ð¶ Õ¯ñ ÁÅ ÜÅäÅÍ
   3. å°ÔÅâ¶ ì½Ã é¶ å°ÔÅù ç¯ Ô¯ð ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò çÆ ÃÔÅÇÂåÅ ç¶ éÅñ ÇêÛñ¶ ç¯ ÔëÇåÁ»
     çÆ ÕÅñ Çðê¯ðà êÈðÆ Õðé ñÂÆ ÇÕÔÅ Áå¶ å°ÃÆº ì½Ã ù ÕÇÔ³ç¶ Ô¯ ÇÕ å°ÃÆº ÇÂ¼Õñ¶ ÔÆ Õ³î ÕðéÅ
    ÚÅÔ°³ç¶ Ô¯Í
   4. å°ÔÅâ¶ éÅñ Õ³î Õðé òÅñÆ é¶ å°ÔÅù Çðê¯ðà ìäÅÀ°ä ç¶ Çò¼Ú Õ°Þ ÕËñÕ°ñ¶ôé» ç¶ Çò¼Ú î¼çç Õðé
     ñÂÆ ÇÕÔÅÍ  å°ÃÆº ÁÅêäÆ ÇÂ¼ÛÅ Áé°ÃÅð À°ÃçÆÁ» ÕËñÕ°ñ¶ôé» ÕÆåÆÁ» Áå¶ å°ÃÆº À°Ã Õ¯ñ À°ÃçÆ
    êÈðÆ Çðê¯ðà çÆ ê¶ôÕô ð¼ÖÆÍ
ÁÅêä¶ ÁÇèÁÅêÕ ç¹ÁÅðÅ Çç¼åÆÁ» ÔçÅÇÂå» ù ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ ÇÂÔé» çÆ ÕñÅÃ ç¶ Çò¼Ú ÚðÚÅ
Õðé çÅ ÁÇíÁÅÃ Õð¯Í
ÁÇíÁÅÃ A: àÆî êñ¶Áð A
Ô¶á» Çç¼å¶ ×Â¶ ÔÅñÅå ç¶ Çò¼Ú å°ÃÆº ÇÂ¼Õ Ú³×Å àÆî êñ¶Áð ìäé ç¶ ñÂÆ ÕÆ Õð¯×¶ ?
1. A colleague of yours wants your help in completing a project. You say:
    (a) I am busy; however, I suppose I could help you a little.
   (b) I am busy and I can’t help you at all.
2. A colleague of yours wants your help in getting the information for the weekly call report. You
say:
   (a) I am busy so I can’t help.
   (b) I really wish I could help you; however, I have a lot of work to finish.
3. You and your colleagues are given the same task. You say:
   (a) I think we can work together on the task as a team.
   (b) You do the work your own way.

ÁÇíÁÅÃ A: àÆî êñ¶Áð 2

Â¶ Áå¶ ìÆ ç¶ ÇòÚÕÅð ×¼ñìÅå êÈðÆ Õðé ñÂÆ Ô¶á» òÅÕ» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×Åú:
   · Maybe we could do it together.
   · We will need the call reports, follow-up documents, as well as, all the onsite service reports
      we have.
  · Oh! Even I have been given the same assignment.
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· Okay. Shall I get the call reports?
· Yes, we could. Let’s make a list of the things we might need.
A: Hello, I have been asked to categorize all the customer files according to the issues.
B: __________________________________________________________________
A: __________________________________________________________________
B: __________________________________________________________________
A: __________________________________________________________________
B: __________________________________________________________________
A: Yes. I will go and get the follow-up documents, and the on-site service reports.

ÁÇíÁÅÃ C: êóé»ò (Pronouns)
Ô¶á» Çç¼å¶ ñÂÆ ã°¼Õò¶º êóé»ò ù Ú¹ä¯ :
1. He told me to do the job ______________. (mine, myself, me)
2. I needed __________ help. (your, yours, you)
3. If we do the work together, it will take ________ less time to complete it. (we, our, us)
4. I told them we can’t do it without ____________ co-operation. (theirs, their, them)
5. Working as a team helps ___________ do our work faster and better. (we, us, ourselves)
6. Would you like __________ to help you? (me, I, myself)
7. He can do the work ___________ but if we help him, it will be done faster. (him, himself, his)
î¹ñ»Õä ù ÇèÁÅé éÅñ ò¶Ö¯Í Ü¶Õð Ãî» ìÚçÅ ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ ç¶ Çò¼Ú Õðé çÆ Õ¯Çôô Õð
ÃÕç¶ Ô¯ éÔÆº å» å°ÃÆº ÇÂÃù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ ÃîÆÇÖÁÅ ç¶ ñÂÆ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú
ñË Õ¶ ÁÅúÍ

î¹ñ»Õä

    · ÇÂÃ ù êó·¯ :
1. We need to fight for our rights.

2. They should do the work themselves.

3. I have to learn it on my own.

4. This is my struggle and mine alone

 Choose the appropriate pronoun for the following :-
1. My boss is a very intelligent and friendly person. _________ (His / He) guidance and support
     help _______________ (ourselves / us) do our work efficiently.

2. When I joined the electronic department I didn’t know how to service a DVD player. But Kaushik,
    who is very kind and helpful in nature, explained all _________ (it / its) know-how to me.

3. Shalini seemed unfriendly at first, but once I become a friend of _________ (hers / her), she
    helped _________ (I / me) a lot and made me feel comfortable in the new office.
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4. Naman and ________ (I / me) have never been that close, yet when I asked _________
   (him / he) to help with categorizing the products according to their Brands, he readily agreed.

5. Anshuman had to leave for home early as his sister was not well. My boss not only gave _________
    (him / his) permission to leave early, but also asked _________ (he / his) driver to drop Anshuman
   home.

6. Vandana has exchanged _________ (hers / her) day shift with Nisha’s night shift because Nisha
     had to go to her son’s school on Monday morning.
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ÃËôé 1 çÆ ÃîÆÇÖÁÅ

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

À°ç¶ô :  ñËòñ D ç¶ ÃËôé A, B, C Áå¶ D ç¶ Ç×ÁÅé Áå¶ ÃîÞ çÅ î¹ñ»Õä Õðé ç¶ ñÂÆ Í
ã³× : ÃîÆÇÖÁÅ çÅ î¹ñ»Õä êzôé» Áå¶ À°µåð» À°µå¶ ð¯ñ êñ¶Á À°êð ÁèÅÇðå Ô¯ò¶×ÅÍ À°µåð» çÅ
î¹ñ»Õä Õ³àËºà, êzÃ³×, ÇòÁÅÕðé, òÅÕ ìäåð Áå¶ ôìçÅòñÆ À°µå¶ ÁèÅÇðå Ô¯ò¶×Å Ü¯ ÇÕ ÃËôé Çò¼Ú
ôÅîñ ÕÆå¶ Ô¯Â¶ ÔéÍ
ÇòèÆ : ÃîÆÇÖÁÅ î¹ñ»Õä ù ÚÅð íÅ×» Çò¼Ú ò³ÇâÁÅ ÜÅò¶×Å Ü¯ ÇÕ Ôð¶Õ ÃËôé ç¶ ñÂÆ ÇÂ¼Õ Ô¯ò¶×Å :
ÃËôé 1:  ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ (Customer Service Representatives)

ÃËôé 2:  ÁÅêä¶ Õ³î ìÅð¶ ÜÅäÕÅðÆ ç¶äÅ (Describing Your Job)

ÃËôé 3:  Û°¼àÆ ñÂÆ ÁêñÅÂÆ ÕðéÅ (Applying for Leave)

ÃËôé 4:  ÇÂ¼Õ Ú³×Å àÆî êñ¶Áð Ô¯äÅ (Being a Good Team Player)

î¹ñ»Õä
ÃîÆÇÖÁÅ ÃËôé A: ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ (Customer Service Representatives)
êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ ÇÜò¶º ÃËôé»
Çò¼Ú êó·ÅÇÂÁÅ Ç×ÁÅ ÔË ÇìñÕ°ñ À°Ã¶ êzÕÅð À°µåð ÃòÆÕÅð éÔÆº ÕÆå¶ ÜÅä×¶Í
1.What are customer service representatives popularly known as?

2.What kind of a “link” do customer service representatives form between businesses and their
    customers, and why?

3.What is the job description of a customer service representative?

4.What are the most important skills of a good customer service representative?

ÇòÁÅÕðé
1.By mistake I ____________ (keep) these old DVDs.

2.I just bought the laptop for 50,000 rupees and yet you____________ not ____________(give)
    me any discount.

3.Trust me ma’am,  I ____________ (offer) you the best price. No other store will offer you this
    price.

4.Someone____________ (forget) their wallet here.

5.He ____________ (sell) very few computers because the customers find the prices very high.

6.You ____________ not ____________ (tell) me the cost of the Tablet PC.

7. You ____________ already ____________ (serve) the customer well.

****************************************************
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ÃîÆÇÖÁÅ ÃËôé 2:  ÁÅêä¶ Õ³î ìÅð¶ ÜÅäÕÅðÆ ç¶äÅ (Describing Your Job)

êzôé :

Ô¶á» åé°ÜÅ ôÅÔ çÆ é½ÕðÆ ìÅð¶ ÜÅäÕÅðÆ Çç¼åÆ ×ÂÆ ÔËÍ À°ÃçÆ é½ÕðÆ Ãì³èÆ òÅÕ» ù ç¹ìÅðÅ åðåÆì ç¶
Çò¼Ú ñ×Åú å» Ü¯ ÇÂÔé» çÅ Õ¯ÂÆ Áðæ ìä¶, ÇÂ¼Õ Ú¼ñçÅ Ô¯ÇÂÁÅ êzòÅÔ ìä ÜÅò¶ Áå¶ Ô¶á» Çç¼å¶
êzôé» ç¶ À°µåð ÇçúÍ

òÅÕ :
She works from 9.30am in the morning to 6:30pm in the evening. Her job requires her to attend
to and serve all the customer’s needs and queries, and assist them in the best way possible. She
is a customers’ service representative at one of their stores. Tanuja works for a computer
manufacturing giant called”Gadgetronics”.

She has been working on the same job for a little more than 2 years. The office she works at is
located in Gurgaon.

That is because Gadgetronics is a huge organization and working there has helped her develop
and expand her skills. Tanuja gets a salary of Rs 9,500 per month, and medical insurance for her
and her parents. Tanuja had worked as a customer service executive at a lifestyle-store before,
but she likes this job better. She is also happy with the salary and benefits she receives. The only
problem that she has with her job is the long distance from her home to the office, and the time it
takes to travel back and forth. She also receives an additional bonus of Rs 750 every week, if
she provides excellent service to more than 90% of her customers and receives good feedback,
which Tanuja does!

êzôé : (Questions)
A: So, where are you working at?

B: ___________________________________.

A: Where is it located?

B: ______________________________.

A: How are the working hours?

B: _____________________________________________________.

A: How long have you been working on this job?

B: _____________________________________________________________.

A: Tell us a little about your work.

B: I am working as a _______________________________. The job requires

_______________________________________________________________.

A: Have you worked as a sales representative before?

B: _____________________________________________________________.

A: How is this job different from your previous job?
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B: _____________________________________________.

A: How much does your job pay you?

B: _________________________________________________________________.

A: What else is there?

B: _________________________________________________________________.

A: So, is there anything that you do not like about your job?

B:_________________________________________________________________.

òÅÕ :
À°µêð ìÅÕÃ ç¶ Çò¼Ú Çç¼å¶ ×Â¶ òÅÕ» Çò¼Ú ÃÔÆ ÕéËÕàð/Õ³ÜÕôé ç¶ éÅñ ÖÅñÆ æÅò» íð¯Í Õ°Þ
ÕéËÕàð/Õ³ÜÕôé çÆ òðå¯º ÇÂ¼Õ å¯º ò¼è òÅð ÕÆåÆ ÜÅ ÃÕçÆ ÔËÍ
ÕéËÕàð Áå¶ Õ³ÜÕôé (Connectors & Conjunctions ):

though

then

however

because

and

So

but

next

As

thus

My name is Isha _ _ _ _ _ _ _ I work as a c u s t o m e r s e r v i c e
representative at Gadgetronics at Tech-City in Chennai. I have been working there for more than a
year now. _______I enjoy my work so much, I haven’t noticed the months roll by.

_______,a lot of people feel that a customer service representatives’s job is easy, it’s not. It is a job
that requires a lot of energy _______patience. Every morning, I have to reach office by 9:00am
sharp. _______I have to mark my attendance, _____make sure I check all my emails for any incomplete
work that has to be completed. _______, I have to attend to all the customer’s needs. I start attending
to customers at around 9:30am, _____, break for lunch only at 12:30pm. We have an hour to finish
eating, and _____ it’s back to work. _______our organization is very large ____ internationally well
known, it attracts a lot of customers from across the world.

****************************************************
ÃîÆÇÖÁÅ ÃËôé 3: Û°¼àÆ ñÂÆ ÁêñÅÂÆ ÕðéÅ (Applying for Leave)
êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé ç¶ Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
1) What do application emails/letters help maintain?

2) What kind of language and format must you use in an application email/letter?

3) What should be specified in the application email/letter?

4) Why is the application email/letter for leave written, and to whom?

5) “A leave application email/letter should consist of all kinds of information.” - True/False? State
    why.
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6) “The leave application email/letter should not be lengthy and imprecise.” – True/False? State why.

7) “An employee shouldn’t draft a leave application before going on long leave.” – True/False? State
       why.

8) What do you need to always assure your employer of when applying for leave?

9) What is the format of a leave application letter? Explain step-by-step.

ê¼åð éîÈéÅ (Letter Format)
ÃËôé ç¶ Çò¼Ú êó·ÅÂ¶ ×Â¶ ëÅðîËà å¶ ÁèÅÇðå ÇÂ¼Õ ñ½ÜÆÕñ (Logical) Áå¶ ÃÔÆ Û°¼àÆ ñÂÆ ÁðÜÆ
ìäÅÀ°ä ç¶ ñÂÆ Ô¶á» Çç¼å¶ ê¹ÁÅÇÂ³à» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×Åú Í
                         Û°¼àÆ ñÂÆ ì¶éåÆ ê¼åð :

     ·  Dear

      ·  Computer Services Department

      ·  The Manager,

      ·  Thanking you,

      ·  Dated: 21st July, 2009

      · Sir/Ma’am,

· Regards,
· Computer Services Department
· Subject: Request for leave
· MitaaliSinghania - (Employee-Id No. 7890)
· I would be extremely happy if my leave is sanctioned from the 25th to the 29th of July,
      as I have to attend my brother’s wedding at Jamshedpur. would like to request a leave
      for 5 days

òÅÕ (Sentences)
Çç¼å¶ ×Â¶ òÅÕ» ç¶ Çò¼Ú ×Èó·¶ ÕÆå¶ Ô¯Â¶ ôìç» Çò¼Ú¯º ÃÔÆ ôìç Ú¹ä¯Í
1.I would like to request / beg you for a grant of unwell/sick leave.

2.I have been working with this organization for the past six years and my leave record is very good/
   perfect.

3. Apart from last year when I exhausted / finished all my available leaves, every other year has at
   least 5 or 6 days of un-availed leaves.

4.I understand / know that the company does not provide any paid leave / off.

5.However / Though, I hope that my case can be considered as an exception / omission to the
    rule.

6.I hope this record helps you to view my case favorably / happily.

7.I would be extremely grateful if my leave is sanctioned / passed.

          **************************************************************
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ÃîÆÇÖÁÅ ÃËôé 4: ÇÂ¼Õ Ú³×Å àÆî êñ¶Áð Ô¯äÅ (Being a Good Team Player)
êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé ç¶ Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÔÆ ÇçúÍ
   · Ô¶á» Çç¼å¶ òÅÕ» Çò¼Ú¯º ÇÕÔóÅ òÅÕ ÇÂ¼Õ Ú³×¶ àÆî êñ¶Áð Ô¯ä ìÅð¶ ×°ä» ù çðÃÅÀ°ºçÅ ÔË Áå¶
     ÇÕÔóÅ òÅÕ éÔÆº çðÃÅÀ°ºçÅ ?
1. å°ÔÅâ¶ éÅñ çÆ ÃÅæÆ ÕðîÚÅðé é¶ å°ÔÅù Çðê¯ðà ÇåÁÅð Õðé ç¶ Çò¼Ú ÃÔÅÇÂåÅ Õðé ñÂÆ ê¹¼ÇÛÁÅ
    ÔËÍ å°ÃÆº ÁÅêäÆ ÇÂ¼ÛÅ éÅñ À°ÃçÆ ÃÔÅÇÂåÅ Õðç¶ Ô¯ Áå¶ À°Ãù ÚÅðà êÈðÅ Õðé ç¶ ñÂÆ ê¶ôÕô
    Õðç¶ Ô¯Í
2. å°ÔÅâ¶ éÅñ çÅ ÃÅæÆ ÕðîÚÅðÆ å°ÔÅù ÁÅêäÆ Çðê¯ðà ç¶ Çò¼Ú ÃÔÅÇÂåÅ Õðé ñÂÆ ÕÇÔ³çÅ ÔË ÇÕÀ°ºÇÕ
   À°Ãé¶ À°Ô Çðê¯ðà Á¼Ü ÔÆ Üî·» ÕðòÅÀ°äÆ ÔËÍ å°ÃÆº À°Ãù ÇÂÔ ÕÇÔ Õ¶ ÇÂéÕÅð Õð Çç³ç¶ Ô¯ ÇÕ å°ÃÆº
   Õ³î ç¶ Çò¼Ú ìÔ°å Ç÷ÁÅçÅ ð¹¼Þ¶ Ô¯Â¶ Ô¯Í
3. å°ÔÅâÆ àÆî çÅ ÇÂ¼Õ éò» îËºìð å°ÔÅù ê¹¼ÛçÅ ÔË ÇÕ é½ÕðÆ ç¶ Çò¼Ú ÇÕÔó¶ ÇÕÔó¶ Õ³î ôÅîñ Ôé Í å°ÃÆº
   À°Ãù é½ÕðÆ ìÅð¶ ÇòÃæÅð éÅñ ç¼Ãç¶ Ô¯ Áå¶ À°Ãù ÕÇÔ³ç¶ Ô¯ ÇÕ å°ÃÆº Õç¶ òÆ ÃÔÅÇÂåÅ ç¶ ñÂÆ î¶ð¶
   Õ¯ñ ÁÅ ÃÕç¶ Ô¯Í
4. å°ÔÅâ¶ ì½Ã é¶ å°ÔÅù ç¯ Ô¯ð ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò çÆ ÃÔÅÇÂåÅ ç¶ éÅñ ÇêÛñ¶ ç¯ ÔëÇåÁ» çÆ
   ÕÅñ Çðê¯ðà êÈðÆ Õðé ñÂÆ ÇÕÔÅ Áå¶ å°ÃÆº ì½Ã ù ÕÇÔ³ç¶ Ô¯ ÇÕ å°ÃÆº À°Ôé» éÅñ Õ³î éÔÆº Õð ÃÕç¶
   ÇÕÀ°ºÇÕ å°ÃÆº À°Ôé» ù êÃ³ç éÔÆº Õðç¶Í
ð¯ñ êñ¶Á (Role Play)
Â¶ Áå¶ ìÆ ç¶ ÇòÚÕÅð ×¼ñìÅå ù êÈðÅ Õðé ç¶ ñÂÆ Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» ù ç¹ìÅðÅ åðåÆì ç¶ Çò¼Ú
ñ×ÅúÍ

                   ÇÂ¼Õ Ú³×Å àÆî êñ¶Áð (Good Team Player)
· Maybe we could do it together.

· We will need the customer service reports, follow-up documents, as well as, all the on-site

      service reports we have.

· Oh! Even I have been given the same assignment.

· Okay. Shall I get the customer service reports?

· Yes, we could. Let’s make a list of the things we might need.

A: Hello, I have been asked to categorize all the customer files according to the issues.

B: __________________________________________________________________

A: __________________________________________________________________

B: __________________________________________________________________

A: __________________________________________________________________

B: __________________________________________________________________

A: Yes. I will go and get the follow-up documents, and the on-site service

    reports.
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òÅÕ (Sentences)

1. My boss is a very intelligent and friendly person. _________ (His / He) guidance and support
    help _____________ (ourselves / us) to do our work efficiently.

2. When I joined the electronic department I didn’t know how to service a DVD player. But
    Kaushik, who is very kind and helpful in nature, explained all _________ (it / its) know-how to
    me.

3. Shalini seemed unfriendly at first, but once I become a friend of _________ (hers / her), she
    helped _________ (I / me) a lot and made me feel comfortable in the new office.

4. Naman and ________ (I / me) have never been that close, yet when I asked _________ (him /
    he)to help with categorizing the products according to their brands, he readily agreed.

5. Anshuman had to leave for home early as his sister was not well. My boss not only gave
     _________ (him / his) permission to leave early, but also asked _________ (he / his) driver
    to drop Anshuman home.

6. Vandana has exchanged _________ (hers / her) day shift with Nisha’s night shift because Nisha

had to go to her son’s school on Monday morning.

***************************************************************************
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ÃËôé 5: Õ³êéÆ ìÅð¶ ×¼ñ ÕðéÆ  (Talking About One’s Company)

Ã³ì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÇÂÃ ÃËôé ç¶ Á³å Çò¼Ú å°ÃÆº Õ³î ç¶ ÃæÅé ìÅð¶ òèÆÁÅ åðÆÕ¶ éÅñ ÇòÁÅÇÖÁÅ Õðé ç¶ ÕÅìñ Ô¯
ÜÅò¯×¶Í Ô¶á» Ã¶ë-ÕÆê (Safe-Keep) Õ³êéÆ ç¶ ìÅð¶ Çç¼å¶ ×Â¶ òÅÕ» ù êó·¯Í
Ã¶ë-ÕÆê (Safe-Keep)
   · One of the largest Software Companies in India.

   · Provides high-end anti-virus and anti-hacking software.

   · USP (Unique Selling Point)– software that keeps all individual personal data; bank accounts,
     personal information, all online details and passwords, etc. safe from theft; being hacked, and
    viruses.

   Imagine that you work in this company and have to describe the company based on the points given
    above.

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

ÁÇíÁÅÃ: A: ÇÕÃ¶ çÆ Õ³êéÆ A ìÅð¶ ×¼ñ ÕðéÆ (Talking About One’s Company 1)

êËðÅ×zÅë ìäÅÀ°ä ç¶ ñÂÆ Ô¶á» Çç¼å¶ ×Â¶ Ã³Õ¶å» çÆ òðå¯º Õð¯Í ñÅÂÆé “I work at Nokia.” å¯º ô°ðÈ
Õð¯Í

                                                  Nokia
  · World’s largest manufacturer of mobile devices

  · Offers internet services which enable users to access music, games, media, messaging, and
      maps

  · One of the most valuable global brands

  · Mobile devices named according to series

  · Series ranging from 1000 to 9000

  · Special function series include Nokia Eseries (Enterprise series), Nokia Nseries (Multimedia
     Computer series), and Nokia N-Gage (Mobile gaming devices)
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ÁÇíÁÅÃ: B ÇÕÃ¶ çÆ Õ³êéÆ B ìÅð¶ ×¼ñ ÕðéÆ (Talking About One’s
Company 2)
ÇÂÃ ÁÇíÁÅÃ ç¶ Çò¼Ú å°ÔÅù ÕÃàîð Áå¶ Ã¶ñ÷îËé ç¶ ÇòÚÕÅð ×¼ñìÅå ù êÈðÅ Õðé ç¶ ñÂÆ òÅÕ» ù
ç¹ìÅðÅ åðåÆì ç¶ Çò¼Ú ñÅÀ°ä çÆ ÜðÈðå ÔËÍ Çëð å°ÃÆº Ü¯óÆÁ» ìäÅÀ°×¶ Áå¶ ÕñÅÃ ç¶ ÃÅÔîä¶ ð¯ñ
êñ¶Á (éÅàÕ) ç¶ ÜðÆÂ¶ ×¼ñìÅå Õð¯×¶Í
  · APPLE is the largest technology company in the world that designs manufactures and sells

consumer electronics, computer software, and personal computers.
  ·  Of course! Our company invented the iPod!
  ·  Thank you so much Ma’am. Please do visit us again.
  ·  Ma’am, some of our best-known products are the Macintosh line of computers, the iPod,

the iPhone and the iPad.
  ·  No. That will be all.
  ·  Ok. Does your company have any product that plays music only?
  ·  Could you tell me a little about your company?
  ·  Oh! That’s great. What are your best known products?
  · Really? I didn’t know that.
  · Alright, you’ve convinced me. APPLE it is! I’ll buy the APPLE Laptop.
  · Can you tell me what some of them are?
  · Ma’am, would you like to purchase any software too?
  ·  Do you make software too?
  · Thank you. After all that you’ve told me about your company, I’m reallyhappy I’ve bought

an APPLE product.
  ·  No. Not at this time. Right now, I only want to buy a good laptop for my son’s birthday. He

is studying animation.
  · Then I think an APPLE Laptop would be perfect for your son Ma’am, as our products are

mainly for professionals in the creative media and design fields.
  ·  Our company produces some excellent software such as, iTunes, iLife, iWork, and many

more.
  ·  Very good! Is there anything else I can help you with Ma’am?
  · Alright Ma’am, I’ll make your bill right away.
      The conversation should start with:

     Customer: Could you tell me a little about your company?

ÁÇíÁÅÃ C: êóé»ò (Pronouns)
Ô¶á» Çç¼å¶ òÅÕ» ù êó·¯ Áå¶ ÃÔÆ êóé»ò ù Ú¹ä¯Í
1. _____ was asked to talk about ____ company. (she-her, her-she)

2. I will let the company’s success speak for ________. (myself, itself)

3. ______ Company lets _____, the employees, take initiatives. (our-we, our-us)

4. _____ Company employs fewer workers than _______. (my-yours, yours-mine)

5. _______ Company employs more workers than _______ does. (yours-my, your-mine)
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6. At _________ company, _________ do not have to bring ___________ own food. (our-we-
   our, our-us-our, our-we-ours)

7. Cooks are employed to prepare lunch for __________. (ours, us, ourselves)

8. But those who do not like the food prepared by ___________, can bring food from home. (them,
   they, their)

Õ¯Çôô Õð¯ Áå¶ êóé»ò çÆ òðå¯º ÕðÕ¶ ÃèÅðé òÅÕ ìäÅúÍ î¹ñ»Õä ù ÇèÁÅé éÅñ ò¶Ö¯Í Ü¶Õð Ãî» ÔË
å» å°ÃÆº ÇÂÃ ù ÕñÅÃ ç¶ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶ Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð
ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶ ÁÅúÍ

î¹ñ»Õä
  · ÇÂÃ ù êó·¯ :
This, these, that, and those – These pronouns distinguish particular objects and people.

Anyone, anybody, somebody, someone, everyone, each, either, neither, everything, everyone,
something, nothing, nobody, both, few, fewer, many, others, several, all, any, more, most, none,
some, and such – These pronouns refer to one or more unspecified things or people.

   ·  ÔçÅÇÂå : ÃÔÆ êóé»ò (pronoun) ù Ú¹ä Õ¶ ÖÅñÆ æÅò» íð¯
I work at SellWell, _______ (who, which) is a huge supermarket. It is situated in Anand Vihar. My
job there is that of a sales representative. __________(Our, Ours) company is the largest supermarket
chain in India. It has been around for more than five years. The items that we sell in __________ (this,
these) huge supermarket are many. __________ (They, Their)include food, clothing,  accessories,
utilities, kitchen items, stationery, books – the list goes on. In fact, our slogan is “A shop
for_____________.” (everyone, each)

Although we do great business every day, the one time when we get over a thousand customers a day
is during the “Sale Season”. For_____(me, mine), it is also the time to earn a lot of incentive. Customers
pour in by hundreds and we have to help ________ (them, they)with _________ (their, theirs)shopping.

Each customer gives the sales representative helping them a token; the more tokens you get, the
higher __________ (your, yours)incentive. The person who gets the highest incentive is awarded the
“Best Sales Rep” title. It was given to __________ (me, myself) last year.
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ÃËôé 6: ÃÈÚéÅ åÕéÅñ¯ÜÆ (Information Technology)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÕÆ å°ÃÆº Ã¯ÇÚÁÅ ÔË ÇÕ ÁÅÂÆ.àÆ. (IT) çÅ ÕÆ îåñì Ô°³çÅ ÔË?
ÒÒÁÅÂÆ.àÆ. (IT) çÅ êÈðÅ éÅî ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ (Information Technology) ÔËÍ ÇÂÔ ÇÂ¼Õ
ÇÂ³ÜÆéÆÁÇð³× çÆ ìz»Ú ÔË Ü¯ ÇÕ Õ³ÇêÀ±àð Áå¶ àËñ¶ÕÇîÀ±Õ¶ôé ï³åð» çÆ òðå¯º âÅàÅ ù Ãà¯ð, ÇðÕòð,
í¶Üä Áå¶ Çéï³åðä Õð ñÂÆ òðåÆ Ü»çÆ ÔËÍÓÓ
ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ À°Ã ÜÅäÕÅðÆ ù î¹Ô¼ÂÆÁÅ ÕðòÅÀ°ºçÆ ÔË Ü¯ ÇÕ êz¯ÃËµÃ Ô¯ Ú¹¼ÕÆ ÔË, ÇÜÃçÅ Ã³ÚÅð
Ô¯ÇÂÁÅ ÔË, ÇÜÃ ù çðÃÅÇÂÁÅ Ü»çÅ ÔË Áå¶ ÇÜÃù ìÔ°å å¶÷Æ éÅñ ÃÔÆ ã³× å¶ ×ñåÆÁ» å¯º ðÇÔå
ÇðÕòð ÕÆåÅ Ü»çÅ ÔËÍ Á¼Ü çÆ ç¹éÆÁÅ ÇÂéëÅðî¶ôé (ÜÅäÕÅðÆ) Áå¶ àËñÆÕÇîÀ±éÆÕ¶ôé çÆ ç¹éÆÁÅ
ÔËÍ ÇÂÔ ÃÅðÅ Õ°Þ ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ ç¶ ÃÅèé ÇÜò¶º ÇÕ àËñÆë¯é, ëËÕÃ, àËñËÕÃ, Õ³ÇêÀ±àð,
ÇÂ³àðéËµà, ÂÆî¶ñ, ë¯à¯ÕÅêÆ îôÆé, Çêz³àð, ÃÕËéð, ÃËñÈñð ë¯é, ê¶Üð, òÆâÆú ë¯é, àËñÆÇò÷é, Çâ÷Æàñ
ÕËîðÅ, îñàÆîÆâÆÁÅ ÁÅÇç ç¶ ç¹ÁÅðÅ Ã³íò Ô¯ÇÂÁÅ ÔËÍ  ÁÃÆº ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ ù ÁÅêä¶ Ôð
êÅÃ¶ ç¶Ö ÃÕç¶ Ô»Í ÁÃñ ç¶ Çò¼Ú îÅâðé ç¹éÆÁÅ ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ Áå¶ ÇÂÃç¶ ïÈ÷ð» å¯º ÇìéÅ
ÁèÈðÆ Ô¯ò¶×ÆÍ îÅâðé Ã¹ÇòèÅò» çÆ ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ å¯º Çìé» ÕñêéÅ ÕðéÅ ñ¼×í× ÁÃ³íò
ÔÆ Ô¯ Ç×ÁÅ ÔËÍ Ôð ð¯÷ ÜÅäÕÅðÆ, êz¯ÃËÇÃ³×, Áå¶ ïÅåÅïÅå, Ö¶åÆìÅóÆ, ÇÃÔå, ÇÃ¼ÇÖÁÅ ÁÅÇç ç¶ Ö¶åð
Çò¼Ú éòÆÁ» åÕéÆÕ» ñ¼íÆÁ» Áå¶ Ö¯Ü» ÕÆåÆÁ» ÜÅ ðÔÆÁ» ÔéÍ
Ö¶åÆìÅóÆ ç¶ Ö¶åð Çò¼Ú ÇÕÃÅé ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ çÆ òðå¯º ëÃñ çÆ ÕàÅÂÆ çÆ ô°ðÈÁÅå ÒÒÇâÜÆàñ
î½Â¶ôÚð îÆàðÓÓ çÆ ÃÔÅÇÂåÅ éÅñ Õðç¶ Ôé Ü¯ ÇÕ ëÃñ/Çî¼àÆ Çò¼Ú éîÆº çÆ îÅåðÅ ù ÇðÕÅðâ ÕðçÅ
ÔËÍ  ÇÜÔó¶ ñ¯Õ» ù À°µÚÅ Ã¹äçÅ ÔË Ü» Ü¯ ì¯ñ¶êä ç¶ ÇôÕÅð Ôé À°Ôé» ñÂÆ ÒÒÇâÜÆàñ àËÕé¯ñ¯ÜÆÓÓ
ÁÅòÅ÷ ù êz¯ÃËµÃ ÕðçÆ ÔË Ü¯ ÇÕ ð½ñ¶ ð¼ê¶ (ô¯ð) ù ØàÅÀ°ºçÆ ÔË, ×¼ñìÅå çÆ ÃêôàåÅ ù Ã¹èÅðçÆ ÔË Áå¶
Áäñ¯óÆºçÆÁ» ÁòÅ÷» ù Õ³àð¯ñ ÕðçÆ ÔËÍ Ã¹êðîÅðÕÆà ç¶ Çò¼Ú ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ å¶÷Æ éÅñ
Çì¼ñ ìäÅÀ°ä Çò¼Ú ÃÔÅÇÂåÅ ÕðçÆ ÔËÍ
ÇÜÔó¶ Õ³î Õç¶ îËé±ÁñÆ Ü» Ô¼æ éÅñ ÕÆå¶ Ü»ç¶ ÃÆ À°Ô Ô°ä Õ³ÇêÀ±Çà³× åÕéÆÕ êÔ°³Úä ç¶ éÅñ Ã¹ÖÅñ¶
Áå¶ å¶÷Æ éÅñ Ô¯ä ñ¼×¶ ÔéÍ ÃÅâÆ ç¹éÆÁÅ Á¼Ü ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ çÆ ÃÔÅÇÂåÅ ç¶ éÅñ ìÔ°å ÔÆ
å¶÷Æ éÅñ ìçñÆ ÜÅ Ú¹¼ÕÆ ÔË Ü¯ ÇÕ ÃÅâÆ ð¯÷ÅéÅ çÆ Ç÷³ç×Æ ÇÜò¶º Øð å¯º òêÅð å¼Õ ç¶ ñ¼×í× Ôð íÅ×
Çò¼Ú çÅÖñ Ô¯ Ú¹¼ÕÆ ÔËÍ ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ êÆ.ÃÆ., ÇÂ³àðéËµà, ÃËµñ ë¯é, ëËÕÃ ÁÅÇç ðÅÔÆº ÃÅâÆ
ð¯÷ÅéÅ çÆ Ç÷³ç×Æ çÅ ÇÔ¼ÃÅ ìä Ú¹¼ÕÆ ÔË Í ÇÂÔ êÈðÆ ç¹éÆÁ» å¶ ñ¯Õ» çÆ Ç÷³ç×Æ ç¶ ÃàÅÂÆñ (ã³×) Ü»
å½ð åðÆÕ¶ Áå¶ ÁÅçå» ù ìçñ ðÔÆ ÔËÍ ñ¯Õ» ç¹ÁÅðÅ ÇÕÃ¶ òÆ ÜÅäÕÅðÆ çÆ ìÔ°å ÔÆ òèÆÁÅ åðÆÕ¶
éÅñ Çìé» ÇÕÃ¶ âÅàÅ ç¶ é°ÕÃÅé å¯º Õ°Þ ÔÆ ÃËÇÕ³à» Çò¼Ú ÁçñÅ ìçñÆ ÕÆåÆ ÜÅ ÃÕçÆ ÔË Üç¯ºÇÕ ÇÂÔ
ÔÅñ¶ êz¯ÃËµÃ ÔÆ Ô¯ ðÔÆ Ô°³çÆ ÔËÍ
ÃËà¶ñÅÂÆà ë¯é, ÇÂ³àðéËµà ë¯é, àËÕÃà îËÃ¶Ü Áå¶ ÂÆî¶ñ é¶ ÇÃ¼è¶ Ã³ÚÅð (âÅÇÂðËÕà ÕÇîÀ±éÆÕ¶ôé)  ñÂÆ
ÕÂÆ î½Õ¶ êËçÅ ÕÆå¶ ÔéÍ ÇÂÃç¶ ÕÅðä Á¼Ü êÈðÆ ç¹éÆÁÅ ÇÂ¼Õ Û¯àÆ ÇÜÔÆ æ» ìäÕ¶ ðÇÔ ×ÂÆ ÔËÍ í½ÇåÕ
ÃðÔ¼ç» çÆÁ» Ô¼ç» é§È å¯ó ç¹éÆÁ» ù ÇÂ¼Õ ÒÒ×ñ¯ìñ Çê³âÓÓ ìäÅ Çç¼åÅ ÔËÍ
ç¹éÆÁÅ Çò¼Ú ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ çÆ òðå¯º ìÔ°å ÔÆ Ç÷ÁÅçÅ å¶÷Æ éÅñ Ô¯ÂÆ ÔËÍ  ì¼ÇÚÁ» ñÂÆ
ÇÂ³àðéËµà Áå¶ îñàÆîÆâÆÁÅ ÇÂ¼Õ Ö¶âä òÅñÆ òÃå± ìä Ú¹¼ÇÕÁÅ ÔËÍ ÃÅâÅ ÁÅñÅ ç¹ÁÅñÅ ÇÂÃçÅ ÃìÈå
ÔË ÇÕ ÇÕò¶º ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ ÁÅêä¶ ÁÅê ÃÅâÆ ð¯÷ÅéÅ çÆ Ç÷³ç×Æ Çò¼Ú çÅÖñ Ô¯ Ú¹¼ÕÆ ÔËÍ
ñ×í¼× Ôð Ö¶åð ÇÜò¶º ÇÕ ôÅÇê³×, ìËºÇÕ³×, àðËòÇñ§×, ÇÃ¼ÇÖÁÅ, îé¯ð³Üé, ÜéåÕ Ö¶åð, Çé¼ÜÆ Ö¶åð
ç¶ Çò¼Ú ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ ÕÂÆ åð·» ç¶ ð¯ñ ìó¶ ÔÆ ÁðÅî éÅñ ÇéíÅ ðÔÆ ÔËÍ
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ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ çÅ Ãí å¯º ò¼âÅ ñÅí ÇÂÔ Ô¯ÇÂÁÅ ÔË ÇÕ ÇÂÃé¶ ÃÇÕ¼ñâ ñ¯Õ» ñÂÆ é½ÕðÆ ç¶
ìÔ°å ÃÅð¶ éò¶º Áå¶ êÃ³çÆçÅ î½Õ¶ êËçÅ ÕÆå¶ Ôé ÇÜò¶º ÇÕ ÔÅðâò¶Áð Áå¶ ÃÅøàò¶Áð ÇâòËñêð,
Õ³ÇêÀ±àð êz¯×ðÅîð, òËµì ÇâòËñêð Áå¶ ÇÃÃàî ÁËéÅÇñÃà ÁÅÇçÍ
ç¶ô Çò¼Ú ÕÂÆ æÅò» å¶ ÇÂ³âÆÁé ÇÂ³ÃàÆÇÚÀ±à ÁÅë ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ ÃæÅÇêå Ô¯ Ú¹¼ÕÆ ÔËÍ íÅðå
ÃðÕÅð ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ ç¶ Ö¶åð Çò¼Ú òêÅð Õðé  ñÂÆ ìÔ°å ÔÆ Ç÷ÁÅçÅ À°åÃ¹Õ ÔËÍ  Ô°ä ÁÃÆº
ÇÂÔ ÁÅÃ Õð ÃÕç¶ Ô» ÇÕ íÅðå é¶óñ¶ íÇò¼Ö ç¶ Çò¼Ú ÁÅÂÆ.àÆ. Ö¶åð ç¶ Çò¼Ú Ã¹êðêÅòð ìä ÜÅò¶×ÅÍ
Á×ñÆ êÆóÆ ñÂÆ ÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ ç¶ ÕÂÆ îÅâðé Áå¶ ÇâòËñÇê³× Ö¶åð ÔéÍ ÁÅú ÇÂÔ ÁÅÃ
ÕðÆÂ¶ ÇÕ ÇÂÔ éòÆÁ» ÇâòËñêîËºàÃ ÃÅâÆÁ» íÇò¼Ö çÆÁ» êÆóÆÁ» ù ëÅÇÂçÅ êÔ°³ÚÅ ÃÕä ÇÜò¶º ÇÕ
ÇÂÔé» é¶ ÃÅù ñÅí êÔ°³ÚÅÇÂÁÅ ÔËÍ
ÒÒÇÂéëÅðî¶ôé àËÕé¯ñ¯ÜÆ å¯º ÇìéÅ îÅâðé Ç÷³ç×Æ ÇìñÕ°ñ ÇÂÃ åð·» Ô¯ò¶×Æ ÇÜò¶º êËàð¯ñ å¯º Çìé»
ÕÅðÓÓ
“Without Information Technology, modern life will be the same as a car without fuel.”

À°µêðñ¶ ÃËÕôé ù êó·¯ Áå¶ ÁÅêäÆ é¯à ì¹¼Õ Çò¼Ú ÖÅÃ ×¼ñ» ù é¯à Õð¯Í

ÁÇíÁÅÃ A : ÇÂéëÅðî¶ôé àËÕé½ñ¯ÜÆ (Information Technology)
ÇÂÃ ÃËôé ç¶ ÃËÕôé Çò¼Ú¯º òÅÕ» ù êó· Õ¶ Â¶ Áå¶ ìÆ ç¶ ÇòÚÕÅð ×¼ñìÅå ù êÈðÅ Õð¯Í
A: What is the book you’re reading?
B: It’s on Information Technology. It’s called “This is IT!” Have you read it?
A: Yes. It was very informative. Before reading the book, I never knew that IT is a branch of
   ____________ dealing with the use of computers and telecommunications equipment to
   __________, __________, ___________ and _______________ data.
B: Exactly! IT’s so interesting to find out that Information technology is just information that is
    processed, _____________, displayed and __________ in a fast, error-free and proper
    way.
A: Today, we can find IT everywhere around us. In fact the ___________ world will be incomplete
    without Information Technology and its various uses.
B: It’s almost impossible to even imagine the modern facilities without the use of IT.
A: I agree. Every day new __________ and __________ are being made in the area of information,
     __________ and _________, agriculture, health, ________, etc.
B: Very true. In the field of agriculture, IT tells the farmers start harvesting  with the help of a
“digital moisture meter” that _________ the wetness in the soil.
A: Yes, and for people, who are suffering from hearing loss, “digits technology” is of great help. It
     processes sounds that _______ noise, _______ clarity of speech and _______ unwanted
    loudness.
B: And in super_____ it helps for ______ processing of bills.
A: It is amazing how things that were once done manually by hand, have now become so much
     easier and faster due to the arrival of __________ _ ______________.
B: IT has entered almost every part of our daily lives, from _______ to ____________.
A: Our surroundings are proof enough to see how Information Technology has entered (itself
    into) our everyday lives.
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B: _____ping, _______, travelling, education, entertainment, public business sector, private
     business sector, almost everywhere IT is playing its various roles very smoothly.

A: Yes, it is transforming ________ and ______ of people all over the world.

B: Due to the wonders of satellite _______, _______ phones, text messages and e-mails, have
    opened up many opportunities for direct communication.

A: And because of that, the whole world has become a smaller place today.

B: Absolutely! The breakdown of geographical ___________ has made the world a global
    ____________’.

A: Let us just hope that the new developments in the fields of IT can provide  benefits to our
     future ____________, just as it has greatly benefited ours.

ÁÅêä¶ ÁÇèÁÅêÕ çÆÁ» ÔçÅÇÂå» ù ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ ÁÇíÁÅÃ ù êÈðÅ Õðé å¯º ìÅÁç ð¯ñ êñ¶Á
Õðé ñÂÆ ÁÅêäÆÁ» Ü¯óÆÁ» ìäÅú ÇÜ¼æ¶ å°ÃÆº Â¶ Áå¶ ìÆ çÅ ÇÕðçÅð ÇéíÅÀ°×¶Í

ÁÇíÁÅÃ B : êzËê¯÷ÆôéÜ (Prepositions)

Ô¶á» òÅÕ» ù À°µÚÆ êó·¯ Áå¶ ÃÔÆ êzËê¯ÜÆôé ù Ú¹ä¯ :
1. Stack those CDs ________ the third shelf. (in, on, at)

2. The shelf where the cables are kept is next ___________ the shelf where the disks are stacked.
    (to, from, beside)

3. Put those CPUs on the shelf _________ the one where you just placed the monitors. (below,
    under, underneath)

4. Keep the yellow folders separate _________ the blue ones. (with, against, from)

5. Then arrange the keyboards on the shelf __________ the one where the speakers are placed.
    (above, over, inside)

6. Place the manual ___________ the table. (above, over, on)

7. Make sure the monitor screen is facing forward when you put it _____ display. (at, for, on)

8. Make sure the customers ___________ are served too. (out, outside, over)

9. Make sure all products are placed _______ the right shelves. (on, in, at)

10. You can stack these parts as  fixed _______ the help of the technology specialist. (by, with, from)

11. Our every day lives have been made easier ________ Information Technology. (by, with, from)

12. The manual will tell you where _____ put each cable. (to, at, with)

êzËê¯ÜÆôé çÆ òðå¯º ÕðÕ¶ ÃèÅðé òÅÕ ìäÅÀ°ä çÆ Õ¯Çôô Õð¯ Í î¹ñ»Õä ù ÇèÁÅé éÅñ ò¶Ö¯ Í Ü¶Õð
Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶ Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ
Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶ ÁÅúÍ
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ÁÇíÁÅÃ / î¹ñ»Õä

  · ÇÂÃ ù êó·¯ :
1. Are you going to the office?

2. Are you going to the office with Ashish?

3. Are you going to the office with Ashish in his car?

4. Are you going at 5 or before that?

Read aloud the sentences and choose the correct preposition :-

1.  Do not place heavy items ______________ (between / on) the laptop. It is not strong enough to
     bear the weight.

2.  The software designer lives ______________ (at / in) the end of the street.

3.  Remove the deleted items ______________ (in / from) the recycle bin.

4.  Always make sure that the logos of the computers are visible so that it’s easy for the customers
     _____________ (to / for) recognize the brand names.

5.  Do not place too many items _____________ (above / on) the desktop. It slows down the
    computer.

6. Make sure that there is enough lighting ___________ (in / on) the office. Put extra lights
    _____________ (over / upon) the items that you want to draw attention to.

7. Customer’s details should be filled and kept _____________ (into /inside) a folder.

8.  Be extra careful _____________ (while / during) opening certain emails.

9. The game may be stored _____________ (under / in) a folder.

10. Make sure there is enough space _____________ (among / between) the two shelves for
     customers to walk around.
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ÃËôé 7: ÃÈÚéÅ åÕéÅñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ÇÂ³âÃàðÆ (The ITES
               Industry)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ  (ITES) ÃÈÚéÅ åÕéÅñ½ÜÆ ÁèÅÇðå Ã¶òÅò» çÅ ÕÆ Áðæ ÔË?
ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ  (ITES) çÅ êÈðÅ éÅî ÃÈÚéÅ åÕéÅñ½ÜÆ ÁèÅÇðå Ã¶òÅò» (Information Technology-
Enabled Services) ÔËÍ
  · ÇÂÃ çÅ Áðæ ÔË ÇÕ Ü¯ Ã¶òÅò» êÈðÆ ç¹éÆÁ» Çò¼Ú Áñ¼×-Áñ¼× Õ³êéÆÁ» ç¶ ×ÅÔÕ» ù àËñÆÕÅî
     éËµàòðÕ (ë¯é) Ü» ÇÂ³àðéËµà (ÂÆî¶ñ Ü» ÚËà) ðÅÔÆº êÔ°³ÚÅÂÆÁ» Ü»çÆÁ» ÔéÍ
  · ÃèÅðé ôìç» Çò¼Ú ÃÈÚéÅ åÕéÅñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ç¶ô (ÇÜò¶º íÅðå/ÚÆé) Çò¼Ú ÕÆå¶ ÜÅä
     òÅñ¶ À°Ô Õ³î Ôé Ü¯ çÈÜ¶ ç¶ô ÇÜò¶º (ÁîðÆÕÅ) (ïÈ.ÁËµÃ.Â¶ Ü» ÇÂ³×ñËºâ) å¯º ò¼Ö Ô°³ç¶ Ôé ÇÜ¼æ¯º ÇÕ
    ÁÃñ Ã¶òÅò» àËñÆÕÅî éËµàòðÕ (ë¯é) Ü» ÇÂ³àðéËµà (ÂÆî¶ñ Ü» ÚËà) ðÅÔÆº î¹Ô¼ÂÆÁÅ ÕðòÅÂÆÁ»
    Ü»çÆÁ» ÔéÍ
  · ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ  (ITES) ù ò¼Ö¯-ò¼Öð¶ Ö¶åð ÇÜò¶º ÇÕ ìËºÇÕ³×, ÇÂéô¯ðËºÃ, àËñ¶ÕÇîÀ±éÆÕ¶ôé ÁÅÇç
     Çò¼Ú ÃÈÚéÅ åÕé¯ñ¯ÜÆ ç¹ÁÅðÅ ÃÇÔï¯× Çç¼åÅ Ü»çÅ ÔË
  · ÁÅÂÆ.àÆ.ÂÆ.ÁËµÃ  (ITES) -ÃÈÚéÅ åÕéÅñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ç¶ Çò¼Ú ÕÅñ ÃËºàð,ìÆ.êÆ.ú, Õ¶.êÆ.ú,
     Áå¶ ÁÅð.êÆ.ú ôÅîñ ÔéÍ
À°ê¼ð å°ÔÅâ¶ Õ¯ñ ÕÅñ ÃËºàð,ìÆ.êÆ.ú, Õ¶.êÆ.ú Áå¶ ÁÅð.êÆ.ú (“Call center”, “BPO”,”KPO” and
“RPO”) ôìç ÁÅÂ¶ Ôé ÇÂÔé» çÅ ÕÆ Áðæ ÔË?
ÕÅñ ÃËºàð (Call Center) : ÇÂÔ ÇÂ¼Õ Ã¶òÅò» ç¶ä òÅñÅ Õ¶ºçð Ô°³çÅ ÔË ÇÜÃ Çò¼Ú òèÆÁÅ àËñÆÕÅî
Ã¹ÇòèÅò», îÅÔð ÃñÅÔ ç¶ä òÅñ¶, ÇÂ³àðéËµà çÆ Ã¹ÇòèÅ Áå¶ çÈÜÆÁ» ÁÅéñÅÂÆé ÜÅäÕÅðÆÁ» î½ÜÈç
Ô°³çÆÁ» Ôé Áå¶ ÇÂÔ ×ÅÔÕ» ù î¼çç Õðé ç¶ ñÂÆ ìäÅÂ¶ Ü»ç¶ ÔéÍ
ÇÂÔ ÇÂÔ¯ ÇÜÔ¶ çøåð Ô°³ç¶ Ôé ÇÜÔé» çÆ òðå¯º çÅ À°ç¶ô ÇÜÁÅçÅ Ç×äåÆ Çò¼Ú ×ÅÔÕ» çÆÁ» àËñÆë¯é
Õ¶ºçÇðå ÕÅñ» ù êzÅêå ÕðéÅ Áå¶ À°Ôé» ç¶ Ü°ÁÅì ç¶äÅ Ô°³çÅ ÔË Áå¶ ÇÂÔ Õ³î ÇÃÖñÅÂÆ êzÅêå
ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ç¹ÁÅðÅ ÕÆå¶ Ü»ç¶ ÔéÍ àËñÆë¯é ÕÅñ» ÇÂéìÅÀÈºâ ÒÒinboundÓÓ (ÇÂÃ Çò¼Ú
×ÅÔÕ À°åêÅç çÆ ÜÅäÕÅðÆ ñËä ñÂÆ ÕÅñ Õðç¶ Ôé) Ü» ÁÅÀ±àìÅÀÈºâ ÒÒoutboundÓÓ (ÇÂÃ Çò¼Ú
ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ×ÅÔÕ» ù À°åêÅç ò¶Úä ñÂÆ Ü» Çëð ÇÕÃ¶ ÃðÇòÃ ç¶ ìÅð¶ ÜÅäÕÅðÆ ç¶ä
ñÂÆ ÕÅñ Õðç¶ Ôé) Ô¯ ÃÕçÆÁ» ÔéÍ
ÇÂ¼Õ ÕÅñ ÃËºàð ç¶ î¹¼Ö Õ³î ÇÂÔ Ô°³ç¶ Ôé :
   · ÕÃàîð ÇÂ¼Õ à½ñ ëzÆ é§ìð çÆ òðå¯º ÕðçÅ ÔË (ÇÂÃ é§ìð ù âÅÇÂñ Õðé å¶ Õ¯ÂÆ ÖðÚ éÔÆº ÁÅÀ°ºçÅ
      ÔË) Ü¯ ÇÕ ÕÃàîð Ã¼ê¯ðà ÃðÇòÃ éÅñ Ü°ÇóÁÅ Ô¯ÇÂÁÅ Ô°³çÅ ÔËÍ
   · Üç¯º ÕÅñ ÃËºàð Çò¼Ú ÕÅñ êÔ°³ÚçÆ ÔË å» À°ÃçÅ Ü°ÁÅì ÇÂ¼Õ ÇÃÖñÅÂÆ êzÅêå ×ÅÔÕ Ã¶òÅò»
      é°îÅÇÂ³ç¶ ò¼ñ¯º Çç¼åÅ Ü»çÅ ÔË ÇÜÃ ç¶ Õ¯ñ ìÔ°å ÔÆ ÇòôÅñ âÅàÅì¶Ã ÜÅäÕÅðÆ çÆ êÔ°³Ú Ô°³çÆ ÔË
     Áå¶ À°Ã ù ê¶ô ÕÆå¶ Ü»ç¶ À°åêÅç /Ã¶òÅ ìÅð¶ ÇÃÖñÅÂÆ Çç¼åÆ Ü»çÆ ÔËÍ
   · ÕÅñ ÃËºàð ù Ã¹ÇòèÅ ç¶ä ñÂÆ ÁÅÂÆ.àÆ. îÅÔð» ò¼ñ¯º Ü¯ åÕéÆÕ ìäÅÂÆ ×ÂÆ ÔË À°Ô ÇÂÔ
      Ã¹ÇéôÇÚå ÕðçÆ ÔË ÇÕ ×ÅÔÕ Ã¶òÅò» é°îÅÇÂ³ç¶ Õ¯ñ ÇìñÕ°ñ åÅ÷Å ÜÅäÕÅðÆ Ô¯äÆ ÚÅÔÆçÆ ÔËÍ
     ÇÂÃ ñÂÆ ÇÂÃ ÚÆ÷ ù ê¼ÕÅ ÕðÕ¶ ÔÆ À°µÚ îÅêç³â çÆÁ» Ã¶òÅò» ×ÅÔÕ» ù Çç¼åÆÁ» Ü»çÆÁ» ÔéÍ
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   · òðñâ-òÅÂÆâ ÕÈéËÕÇàÇòàÆ ç¶ òèä éÅñ ÇÂÔ îÅÇÂé¶ éÔÆº ð¼ÖçÅ ÇÕ ÕÅñ ÃËºàð ×ÅÔÕ ç¶
     ÃæÅéÕ ôÇÔð Çò¼Ú Ü» Çëð ç¹éÆÁ» ç¶ ÇÕÃ¶ Ô¯ð Õ¯é¶ Çò¼Ú ÃÇæå Ô¯ò¶Í
ìÆ.êÆ.ú (BPO) : ÇÂÃ çÅ êÈðÅ éÅî ÇìÜéËµÃ êz¯ÃËµÃ ÁÅÀ±àÃ¯ðÇÃ³× (business process outsourcing)  ÔË
Í ÇÂÃ Çò¼Ú ÇÂ¼Õ Ã³ÃæÅ ÁÅêä¶ ÇìÜéËµÃ ç¶ ÇÕÃ¶ íÅ× (×ÅÔÕ Ã¶òÅò», ×ÅÔÕ» çÆÁ» ÕÅñ» ÁàËºâ Õðé
Ü» Ã¶ñ ÕÅñ ÁÅÇç) ù ÇÕÃ¶ çÈÜÆ Ã³ÃæÅ Ü¯ ÇÕ À°Ã åð·» ç¶ òêÅð ù Ã³íÅñä Çò¼Ú îÅÔð ÔË, ù
ÁÅÀ±àÃ¯ðÃ ÕðçÆ ÔËÍ ÇÂÃ ÔÅñå Çò¼Ú ç¯ò¶º Ã³ÃæÅò» ç¹éÆÁÅ ç¶ ÇìñÕ°ñ ò¼Ö¯-ò¼Öð¶ ÇÔ¼ÇÃÁ» Çò¼Ú Ô¯
ÃÕçÆÁ» ÔéÍ
À°çÅÔðé ñÂÆ ïÈ.ÁËµÃ.Â¶ Çò¼Ú Õ³êéÆ Â¶ íÅðå Çò¼Ú Õ³êéÆ ìÆ ù ÕÃàîð ÃðÇòÃ ñÂÆ ÁÅÀ±àÃ¯ðÃ Õð
ÃÕçÆ ÔËÍ ÇÂÃ Õ³àðËÕà çÅ Áðæ ÔË ÇÕ Õ³êéÆ ìÆ , Õ³êéÆ Â¶ ç¶ ×ÅÔÕ» ñÂÆ Ô¶á» Çç¼åÆÁ»
Ç÷³î¶òÅðÆÁ» êzåÆ ÜòÅìç¶Ô ÔË :
  · Õ³êéÆ Â¶ ç¶ ÃÅð¶ ×ÅÔÕ» ù ÁàËºâ Õðé Áå¶ À°Ôé» éÅñ ×¼ñìÅå Õðé ñÂÆÍ
  · Õ³êéÆ Â¶ ç¶ ÃÅð¶ ×ÅÔÕ» ç¶ êzôé» Áå¶ ÇôÕÅÇÂå» ù Ã³íÅñä ñÂÆÍ
  · ÇÂÔ ïÕÆéÆ ìäÅÀ°äÅ ÇÕ Õ³êéÆ Â¶ ç¶ ×ÅÔÕ Õ³êéÆ-Â¶ Áå¶ Õ³êéÆ-ìÆ ç¹ÁÅðÅ Çç¼åÆÁ» ÜÅ ðÔÆÁ»
     Ã¶òÅò» å¯º Ã³å°ôà Áå¶ Ö¹ô ÔéÍ
  · ÇÂÔ ÇéôÇÚå ÕðéÅ ÇÕ Õ³êéÆ –Â¶ ç¶ ÃÅð¶ ×ÅÔÕ Õ³êéÆ-Â¶ ìz»â ç¶ êzåÆ òëÅçÅð ÔéÍ
Õ³êéÆ-ìÆ , Õ³êéÆ –Â¶ ç¶ ×ÅÔÕ» ñÂÆ Ã¶òÅò» ç¶ä ñÂÆ ÇÃðë Õ³àðËÕà Çò¼Ú Çî¼æ¶ ×Â¶ Ãî¶º ñÂÆ ÔÆ
Ç÷³î¶òÅð Ô¯ò¶×ÆÍ
Õ¶.êÆ.ú (KPO) : ÇÂÃ çÅ Áðæ ÔË éÅñ¶Ü êz¯ÃËµÃ ÁÅÀ±àÃ¯ðÇÃ³× (Knowledge Process Outsourcing) Í
ÇÂÔ òêÅð ç¶ Á³çðÈéÆ Õ³î Ü¯ ÇÕ îÔ¼åòêÈðé Ôé Áå¶ Õ³êéÆ ç¶ î¹¼ãñ¶ Õ³î» çÆ ñóÆ çÆ ÇòÁÅÇÖÁÅ
ÕðçÆ ÔËÍ Õ¶.êÆ.ú ÃðÇòÃ Çò¼Ú Ãí åð·» çÆ Ö¯Ü Áå¶ ÜÅäÕÅðÆ ÇÂÕ¼áÆ ÕðéÅ ôÅîñ Ô°³çÅ ÔË ÇÜò¶º ÇÕ
ê¶àËºà ÁËêñÆÕ¶ôé ñÂÆ ì½ÇèÕ Ã³êåÆ Ö¯Ü ; ÇÂÕÇòàÆ Ö¯Ü, òêÅðÕ Áå¶ î³âÆ çÆ Ö¯Ü, ÕÅùéÆ Áå¶
âÅÕàðÆ Ã¶òÅò»; ÇÃÖñÅÂÆ, ÃñÅÔÕÅð Áå¶ ÇÂÃç¶ éÅñ ÔÆ Ô¯ð Ö¶åð» ÇÜò¶º ÇÕ ëÅðîÅÃÈàÆÕñ Áå¶
ìÅÇÂúàËÕé¯ñ¯ÜÆ å¶ ÁËéÆî¶ôé Áå¶ Çâ÷ÅÂÆé Çò¼Ú  Ö¯Ü Áå¶ ÇòÕÅÃ Çò¼Ú ï¯×çÅé Çç³çÆ ÔËÍ
ÁÅð.êÆ.ú (RPO) : ÇÂÃ çÅ Áðæ ÔË ÇðÕðÈàîËºà êz¯ÃËµÃ ÁÅÀ±àÃ¯ðÇÃ³× (Recruitment Process
Outsourcing) Í ÇÂÔ ÇÂ¼Õ ìÆ.êÆ.ú  òêÅðÕ ÇÕÇðÁÅò»  çÆ ÇÕÃî ÔË ÇÜ¼æ¶ îÅñÕ ÁÅÀ±àÃ¯ðÃ ÕðçÅ ÔË
Ü» ÁÅêä¶ òêÅð çÆÁ» Õ°Þ Ü» ÃÅðÆÁ» ÃàÅë íðåÆ Õðé  éÅñ Ãì³Çèå ÇÕÇðÁÅò» ù ìÅÔðÆ Ã¶òÅò»
ç¶ä òÅñ¶ Õ¯ñ í¶Ü Çç³çÅ ÔËÍ ð¹÷×Åð Áå¶ ÃàÅë íðåÆ Õðé Çò¼Ú Ü¯ Õ³î Õ³àðËÕà Çò¼Ú ÁÅî å½ð å¶
ôÅîñ ÕÆå¶ Ü»ç¶ Ôé, À°Ô Ôé : ÇÜÔó¶ ñ¯Õ» é¶ é½ÕðÆ  ñÂÆ ÁêñÅÂÆ ÕÆåÅ ÔË À°Ôé» çÆ Ü»Ú ÕðéÆ Áå¶
éò¶º î¹ñÅ÷î» ù íðåÆ ÕðéÅÍ Ü¶Õð Õ³àðËÕà  Çò¼Ú ÇÂÃ ×¼ñ çÅ Ç÷Õð ÕÆåÅ ÔË ÇÕ ÇÂÃ Çò¼Ú ÇÂÔ ÇÂ¼Õ
Ü» Õ°Þ Ü» ÃÅðÆÁ» ×¼ñ» ôÅîñ Ô¯ ÃÕçÆÁ» Ôé :
1. éò¶º ÕðîÚÅðÆ ù Çç¼åÆ ÜÅä òÅñÆ åéÖÅÔ Áå¶ ÁÔ°ç¶ ìÅð¶ ëËÃñÅ ÕðéÅÍ
2. Õ³êéÆ ç¶ ÇçôÅ Çéðç¶ô» ù ÃËµà ÕðéÅ Áå¶
3. ÇÂÔ Ã¹ÇéôÇÚå ÕðéÅ ÇÕ ÃÅð¶ ÕðîÚÅðÆ Áå¶ ÇâêÅðàîËºà Õ³êéÆ ç¶ ÇçôÅ Çéðç¶ô» çÅ êÅñä Õðé×¶Í
Ô°ä Ô¶á» Çç¼åÆ ×ÂÆ ÕÔÅäÆ ù À°µÚÆ êó·¯ :
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Twenty-two-year-old Hrithik gets ready in haste, and rushes into the company cab to go to the
I-Tech city. He works at AG - Gurgaon, a Call center for the American company Assurance
Giant Inc.

A typical day for Hrithik begins at 7 p.m. (8 a.m. US time), as he begins calling the AG credit-
card holders in for-away places like New York and Washington to remind them to pay their bills.
“Hi. My name is Greg (his name is changed to Greg) and I’m calling from AG,” he says in his
friendliest voice.People answering Greg ‘s calls have no way of knowing that he is sitting in
Gurgaon, or that his real name is Hrithik, and that he picked up the American accent by  attending
a training class at AG, Gurgaon. AG, Gurgaon, is filled with such talented customer service
representatives who make outgoing calls to the United States of America, and take incoming
calls, bounced by satellite to India.

Most have never set foot in the United States, but they spend a large part of every day (or every
night) answering customer enquiries, calling credit-card nonpayers, calculating medical claims,
providing customer service, and doing such other activities. There are many international companies
such as… computer giants; DELL, Microsoft, automobile manufacturer; Ford, and leading airline;
British Airways, who are benefiting from the IT-enabled services being provided in India.

Think - Why India? Why do so many American organizations choose to outsource their businesses to
India? Write your answers here:

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

Some of the reasons are that our country offers many advantages as an ITenabled services destination
for major global companies:

  · A 12 hour time difference with the USA

  · Talented work force who can speak English fluently

  · The cost of qualified employees is amongst the lowest in the world

  · The support that the Government of India lends to all IT based industries

ÁÇíÁÅÃ A: ÃÈÚéÅ åÕéÅñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ÇÂ³âÃàðÆ
ÃÈÚéÅ åÕé¯ñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ÇÂ³âÃàðÆ ìÅð¶ Ü¯ å°ÃÆº ÃîÇÞÁÅ ÔË À°Ã À°µå¶ ÁèÅÇðå Áîé Áå¶
ÇÃîðå ç¶ Çò¼Ú Ô¯ÂÆ ×¼ñìÅå ù êÈðÅ Õð¯ :

Aman: Simrit, I heard you’ve decided to join the ITES industry, is it true?
Simrit : Yes. It’s a good offer from a very big company, and the job is very interesting too.
Aman: Well, good for you! Can you tell me what does ITES stand for?
Simrit: ITES stands for _____________ ________________ _________ ___________.
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Aman: Thanks for telling me. So, are you going to work for the ITES itself?
Simrit: No, silly! ITES means services delivered over _________ networks or the
__________ to millions of customers of different companies across the world.

Aman: I’m still a little confused.
Simrit: Okay, let me explain it in simpler terms, ITES are __________ performed in a country
(example: India / China) different from the one where the final-service is _________ (United
States of America or England); that is, delivered over tele______________.
Aman: So do the computer experts also work for the ITES?
Simrit: Well, the ITES is supported by _________________ ______________ (IT).
Aman: So, what are the different businesses that are a part of the ITES?
Simrit: There are mainly four business units that are part of the ITES.
Aman: I think I know one, the ____ ________. Correct?
Simrit: Yes. You’re right! The remaining three are the ___, the ___ and the ____.
Aman: What’s the difference between all of them? Aren’t they all business pro_____
_____________ing units?
Simrit: Well, they are similar, and yet have very different functions.
Aman: How?
Simrit: Well, let’s start with the ____ __________. They are offices used for the purpose of
____ing and transmitting a large volume of __________ focused __________ calls that are
handled by trained __________ service _________________.
Aman: What kind of calls?
Simrit: The calls may be “_________”, meaning customers call-in for getting information about
a product, or “_________”, meaning calls are made outto customers to sell some product or to
provide information about some service.
Aman: Is it true that the ___ ________ can be located in a different city or country (from)
where the customer lives?
Simrit: Yes. The customer may be in a completely different part of the world!
Aman: Cool! So what about the ____? What are its functions?
Simrit: ____ is ________ pro______ __________ing. That is, when an organization
_____________ a part of its business to another organization that is an ________ in handling
that kind of business.
Aman: And can the two organizations be in two entirely different parts of the world?
Simrit: Yes. A company in the USA may sign an __________ing customer-service _________
with a company in India.
Aman: What does the Indian company have to do?
Simrit: The Indian company will be _____________ for the American company’s
customer-service that is, taking care of all their customers, only till the time that is mentioned in
the contract.
Aman: Sounds interesting. So what about the ____? How is that different from the above two?
Simrit: The ____ is known as _______ledge Pro____ _________ing. It describes the
_______ing of core _________ activities, that are important and forms a primary part of a
company’s chain of activities.
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Aman: What kind of services do they provide?
Simrit: ____ services include all kinds of __________ and ____________ gathering.
Aman: So it’s all knowledge based?
Simrit: Yes.
Aman: Super! So, what about the ____? I’ve never heard about it before.
Simrit: ____ is Rec________ Pro_____ Out_______ is when an employer ___sources or
transfers all or part of its employment and staffing activities to an external service provider.
Aman: What are the employment and staffing activities?
Simrit: The employment and staffing activities that are normally stated in the contract are the
________ing of candidates who have _______ for jobs and the ______ of new employees.
Aman: Wow! Everything sounds very interesting. Thanks Simrit, for explaining
it all to me.
Simrit: You’re welcome! Aman, now it’s your turn to explain something to me.
Aman: What?
Simrit: Can you tell me why do American organizations choose to outsource
their businesses to India?
Aman: I suppose because of a ___ hour time difference with the USA, and we have talented
_____ force who can speak _______ fluently. Also because, the cost of _________ employees
is amongst the _______ in the world, and the support that the _____________ of India lends
to all
IT based industries.
Simrit: So true!

ÁÇíÁÅÃ ù êÈðÅ Õðé å¯º ìÅÁç Ü¯óÆÁ» ìäÅú Áå¶ Áîé Áå¶ ÇÃîðå çÅ ð¯ñ êñ¶Á Õð¯Í

ÁÇíÁÅÃ B:

Ô¶á» Çç¼å¶ òÅÕ» ù À°µÚÆ êó·¯ Áå¶ ÃÔÆ ÁÅêôé çÆ Ú¯ä Õð¯ :
1. ___________ you were deciding on which book to read, I bought a music CD. (While, Meanwhile)

2. If you ___________ to do your MBA, you will __________ a degree first. (want-require,
      require-want)

3. Put those computer ____________ (packets, packs) in the “Electronics”section.

4. All phones should be checked before the customers __________ (start, commence) calling.

5. All CDs should be __________ (deposited, stored) in their covers.

6. Product _____________ (arrangement, display) is a tricky task.

7  _______________ (Show, Demonstrate), the customers around the store and _____________
    (assist, support) them in finding what they need.

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ ç¶ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ  ñÂÆ ñË Õ¶
ÁÅúÍ
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î¹ñ»Õä

   · ÔçÅÇÂå : ÃÔÆ ÁÅêôé Ú¹ä Õ¶ ÖÅñÆ æÅò» íð¯ :
1. You need to _______________ (follow / go after) the guidelines of the company.

2. Make sure that the team works well _____________ (jointly / together).

3. The pictures in the manuals need to be easy for the customers to understand, so that they can
    easily _____________ (identify / detect) the parts of the computer.

4. _____________ (Extra / Further) work should be appreciated.

5. Do not touch the computer monitor with _____________ (polluted / dirty) hands.

6. Do not put more than the required number of items needed on your desk, or/ else it will look
     _____________ (messy / jumbled).

7. Keep the floppy disks away from extreme heat, or/ else they will get ________ (spoilt / destroyed).

8. _____________ (Current / Fresh) recruits should be informed of the company’s guidelines.

9. I have always wanted to join the BPO ____________ (sector / portion).

10. The new micro-computer is very ____________ (small / little).
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ÃîÆÇÖÁÅ ÃËôé B:

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÇÂÃ ÃËôé çÅ À°ç¶ô êó·¶ ×Â¶ ÃËôé E, F Áå¶ G  ìÅð¶ å°ÔÅâÆ ÜÅäÕÅðÆ çÅ î¹ñ»Õä ÕðéÅ ÔËÍ
ã³× : ÃîÆÇÖÁÅ çÅ î¹ñ»Õä êzôé» Áå¶ À°µåð» À°µå¶ ð¯ñ êñ¶Á å¶ ÁèÅÇðå Ô¯ò¶×ÅÍ À°µåð» çÅ
î¹ñ»Õä Õ³àËºà, êzÃ³×, ÇòÁÅÕðé, òÅÕ ìäåð Áå¶ ôìçÅòñÆ å¶ ÁèÅÇðå Ô¯ò¶×Å Ü¯ ÇÕ ÃËôé Çò¼Ú
ôÅîñ ÕÆå¶ Ô¯Â¶ ÔéÍ
ÇòèÆ: ÃîÆÇÖÁÅ î¹ñ»Õä ù Çå³é íÅ×» Çò¼Ú ò³ÇâÁÅ ÜÅò¶×Å Ü¯ ÇÕ Ôð¶Õ ÃËôé ñÂÆ ÇÂ¼Õ Ô¯ò¶×Å :
   · Õ³êéÆ ìÅð¶ ×¼ñ ÕðéÆ  (Talking About One’s Company)

   · ÃÈÚéÅ åÕéÅñ¯ÜÆ (Information Technology)

   · ÃÈÚéÅ åÕéÅñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ÇÂ³âÃàðÆ (The ITES Industry)

î¹ñ»Õä

ÃîÆÇÖÁÅ ÃËôé E:  Õ³êéÆ ìÅð¶ ×¼ñ ÕðéÆ (Talking About One’s Company)

ÁÅêä¶ ÁÇèÁÅêÕ ç¹ÁÅðÅ Çç¼åÆÁ» ×ÂÆÁ» ÔçÅÇÂå» ù ìó¶ ÔÆ ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ Çç¼åÆÁ» ×ÂÆÁ»
ÔçÅÇÂå» Áé°ÃÅð ÜÅäÕÅðÆ ù êÈðÅ Õð¯Í ÕÃàîð Áå¶ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ÇòÚÕÅð ×¼ñìÅå
ù êÈðÅ Õðé  ñÂÆ òÅÕ» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×ÅúÍ

                             ð¯ñ-êñ¶Á  (Role-Play)
    · APPLE is the largest technology company in the world that designs, manufactures and sells
       consumer electronics, computer software and personal computers.

   ·  Of course! Our company invented the iPod!

   ·  Thank you so much Ma’am. Please do visit us again.

   ·  Ma’am, some of our best-known products are the Macintosh line of computers, the iPod,
       the iPhone and the iPad.

   ·  No. That will be all.

   ·  Ok. Does your company have any product that plays music only?

   ·  Could you tell me a little about your company?
·  Oh! That’s great. What are your best known products?

·  Really? I didn’t know that.

·  Alright, you’ve convinced me. APPLE it is! I’ll buy the APPLE Laptop.

·  Can you tell me what some of them are?

· Ma’am, would you like to purchase any software too?
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·  Do you make software too?

·  Thank you. After all that you’ve told me about your company, I’m really  happy I’ve bought
    an APPLE product.

·  No. Not at this time. Right now, I only want to buy a good laptop for my son’s birthday.   He
    is studying animation.

·  Then I think an APPLE Laptop would be perfect for your son Ma’am, as our products are
    mainly for professionals in the creative media and design fields.

·  Our company produces some excellent software, such as  iTunes, iLife, iWork  and many
    more.

· Very good! Is there anything else I can help you with Ma’am?

· Alright Ma’am, I’ll make your bill right away.

êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé  Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ ÇÜò¶º ÃËôé»
Çò¼Ú êó·ÅÇÂÁÅ Ç×ÁÅ ÔË ÇìñÕ°ñ À°Ã¶ êzÕÅð À°µåð ÃòÆÕÅð éÔÆº ÕÆå¶ ÜÅä×¶Í
Ççzô-A : ×ËÜ¶àz½ÇéÕÃ (Gadgetronics)
A. Ççzô A  Çò¼¼Ú å°ÃÆº ×ËÜ¶àz¯ÇéÕÃ ñÂÆ Õ³î Õðç¶ Ô¯Í Ô¶á» Çç¼å¶ ×Â¶ Ã³Õ¶å» ç¶ ÁèÅð å¶ ÁÅêäÆ
    Õ³êéÆ çÆ ÇòÁÅÇÖÁÅ Õð¯ :
   ·  íÅðå Çò¼Ú Ãí å¯º ò¼âÆ Õ³ÇêÀ±àð Áå¶ ÃÅëàò¶Áð ìäÅÀ°ä òÅñÆÁ» Õ³êéÆÁ» Çò¼Ú¯º ÇÂ¼ÕÍ
   ·  Ôð åð·» ç¶ Õ³ÇêÀ±àð» Áå¶ À°µÚ çðÜ¶ ç¶ ÁËºàÆ òÅÇÂðÃ ÃÅøàò¶Áð çÅ ÇéðîÅä ÕðçÆ ÔËÍ
   ·  ïÈ êÆ ÁËµÃ – ÒÒÕ¯ÂÆ ÚÆ÷ ÃÅÇðÁ»  ñÂÆÓÓ À°Ôé» çÆ àË× ñÅÂÆé ÔËÍ ÕÆîå Ü¯ Ôð ÇÂ¼Õ ç¶ ìÜà
     ñÂÆ ã°¼ÕòÆº Ô¯ò¶ Áå¶ À°Ô ÃÅøàò¶Áð Ü¯ ÃÅð¶ ÁÅéñÅÂÆé âÅàÅ Áå¶ êÅÃòðâ ù òÅÇÂðÃ å¯º
     Ã¹ð¼ÇÖÁå ð¼Ö¶Í
Ççzô-B : é½ÕÆÁÅ (Nokia)
B.  Ççzô-B Çò¼Ú å°ÃÆº é½ÕÆÁÅ ñÂÆ Õ³î Õð¯×¶ÍÍ Ô¶á» Çç¼å¶ ×Â¶ Ã³Õ¶å» ç¶ ÁèÅð å¶ ÁÅêäÆ Õ³êéÆ
     çÆ ÇòÁÅÇÖÁÅ Õð¯ :
    ·  ç¹éÆÁÅ çÆ Ãí å¯º ò¼âÆ î¯ìÅÂÆñ ÇéðîÅåÅ Õ³êéÆÍ
    ·  ÇÂ³àðéËµà ÃðÇòÃ çÆ Ã¹ÇòèÅ À°êñ¼ìè ÕðòÅÀ°ºçÆ ÔË Ü¯ ÇÕ ïÈ÷ð ù Ã³×Æå, ×¶î», îÆâÆÁÅ, Ã³ç¶ô
      Áå¶ îËê òðåä ç¶ ï¯× ìäÅÀ°ºçÆ ÔËÍ
    ·  ÇÂ¼Õ ìÔ°å ÔÆ ÕÆîåÆ ×ñ¯ìñ ìz»â Í
    ·  ÃÆðÆ÷ ç¶ î¹åÅÇìÕ ð¼Ö¶ ×Â¶ î¯ìÅÂÆñ ÇâòÅÇÂÇÃ÷ ç¶ éÅîÍ
    ·  ÃÆðÆ÷ çÆ ð¶ºÜ A@@@ å¯º I@@@ å¼Õ Í
   · ÖÅÃ ë³Õôé» òÅñÆ ÃÆðÆ÷ Çò¼Ú ôÅîñ ÔË é¯ÕÆÁÅ ÂÆ-ÃÆðÆ÷ (ÁËºàðêzÅÂÆ÷ ÃÆðÆ÷), é½ÕÆÁÅ
     ÁËµé-ÃÆðÆ÷ (îñàÆîÆâÆÁÅ Õ³ÇêÀ±àð ÃÆðÆ÷) Áå¶ é¯ÕÆÁÅ ÁËµé-×¶Ü (î¯ìÅÇÂñ ×¶Çî³× ÇâòÅÇÂÇÃ÷)Í
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òÅÕ (Sentences) :
Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» ç¶ Çò¼Ú ÃÔÆ êóé»ò Ú¹ä Õ¶ ÖÅñÆ ÃæÅé íð¯ :
1) I work at Gadgetronics, _______ (who, which) is a computer manufacturing giant. It is situated in
     Gurgaon. My job there is that of a customer service representative.
2) ______ (Our, Ours) company is the largest computer manufacturer in India. It has been around
     for more than five years.

3) The computers that we sell in ______ (our, we) stores are many. _______ (They, Their) include
     desktops, laptops, tablets, notebooks etc.

4) In fact, our slogan is “Something for________.” (Everyone, Each)

5) Although we do great business every day, the one time when we get over a thousand customers
     a day is during the “Sale Season”.

6) For_____ (me, mine), it is also the time to earn a lot of incentive. Customers pour in by hundreds
     and we have to help ______ (them, they) with ______ (their, theirs) shopping.

7) Each customer gives the customer service representative helping them a token; the more tokens
     you get, the higher _______ (your, yours) incentive.

8) And the person who gets the highest incentive is awarded the “Best Service Rep” title. It was
     given to ______ (me, I) last year.

***********************************************************************

ÃîÆÇÖÁÅ ÃËôé F: ÃÈÚéÅ åÕéÅñ¯ÜÆ (Information Technology)
ÁÅêä¶ ÁÇèÁÅêÕ ç¹ÁÅðÅ Çç¼åÆÁ» ×ÂÆÁ» ÔçÅÇÂå»  ìó¶ ÔÆ ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ Çç¼åÆÁ» ×ÂÆÁ»
ÔçÅÇÂå» Áé°ÃÅð ÜÅäÕÅðÆ ù êÈðÅ Õð¯Í
êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé  Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
1) What is Information Technology?

2) Where can we find Information Technology? Explain.

3) How has computer technology made things easier? Give an example.

4) Fill in the blanks with the correct option given: Every day new _______________ (technicians/
   technology) and ________________ (things / inventions) are being made in the area of information,
  processing and travelling, agriculture, health, education etc.

5) How has our world today changed with the help of Information Technology?

6) How has Information Technology become a part of our daily lives?

7) What is one of the biggest advantages of Information Technology, in relation to jobs?

8) The government of India is not showing much interest in the field of information technology. True or
    False? Explain.

9) The Indian Institutes of Information Technology are being set up at various places in the country.
    True or False?
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òÅÕ (Sentences)
Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» ç¶ Çò¼Ú ÃÔÆ êzËê¯÷Æôé» (prepositions) Ú¹ä Õ¶ ÖÅñÆ æÅò» íð¯ :
1) Do not place the CDs ______________ (between / on) top of the modem.

2) The Gadgetronics office is ______________ (at / in) Gurgaon.

3) Do not place too many items _____________ (above / on) the desktop. It slows down the
    computer.

4) Customers’ details should be filled and kept _____________ (into / inside) a folder.

5) Make sure that there is enough lighting ___________ (in / on) the office. Put extra lights
    _____________ (over / upon) the items that you want to draw attention to.

6) Delete all the infected files ______________ (in / from) the computer.

7) Be very careful _____________ (while / during) opening certain emails.

8) Companies usually make sure their logos are visible so that they’re easy for customers
    _____________ (to / for) recognize their brand names.

9) Place the customer contact details _____________ (under / in) the “customer info” label.

10) Computer technology is very popular _____________ (among / between)

     the youth.

***********************************************************************
ÃîÆÇÖÁÅ ÃËôé  7: ÃÈÚéÅ åÕéÅñ¯ÜÆ ÁèÅÇðå Ã¶òÅò» ÇÂ³âÃàðÆ (The ITES
Industry)
ÁÅêä¶ ÁÇèÁÅêÕ ç¹ÁÅðÅ Çç¼åÆÁ» ×ÂÆÁ» ÔçÅÇÂå» ù ìó¶ ÔÆ ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ Çç¼åÆÁ» ×ÂÆÁ»
ÔçÅÇÂå» Áé°ÃÅð ÜÅäÕÅðÆ ù êÈðÅ Õð¯Í
êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé  Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
1) What does ITES stand for?

2) When we say “IT-Enabled Services”, what kind of services are we referring to?

3) What is ITES supported by?

4) Does the ITES Company and the customer need to be in the same country? If no, explain why ?

5) What does ITES comprise of ?

6) What is a Call center and it’s functions? Explain in simple terms.

7) What does BPO stand for, and what is its main function? Give example of the kind of  business.

òÅÕ (Sentences) :
Á¼×¶ Çç¼å¶ òÅÕ»  Çò¼Ú ÃÔÆ ôìç çÆ Ú¯ä ÕðÕ¶ ÖÅñÆ æÅò» íð¯ :

10) Today, information takes a long time to be exchanged by people and that too, in an inproper and
      ineffective way where loss of data may occur while it is being processed. True or false ? State
      your reason.
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3) They need to do this project _____________ (jointly / together).

4) Our logo has to be easy for the customers to _____________ (identify / detect) our brand.

5) _____________ (Extra / Further) progress should be made.

6) Science has _____________ (proved / improved) over the years.

7) Do not put more than the required number of folders needed on your desktop, or/ else it will look
    _____________ (messy / jumbled).

8) _____________ (Current / Fresh) recruits should be informed of the company’s guidelines.

9) I have always wanted to join the ITES ____________ (sector / portion).

10) The new microchip from Intel is really very ____________ (small / tiny).

*********************************************************************************************

1) The files that have been infected by the virus have all been ________ (gone bad/ destroyed).

2) We should _______________ (follow / go after) what we want.
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ÃËôé 8: êzíÅòôÅñÆ ×¼ñìÅå ÕðéÅ (communicating Effectively)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÁÃÆº  çÈÇÜÁ» éÅñ À°ç¯º å¯º ×¼ñìÅå Õðç¶ ÁÅ ðÔ¶ Ô» Üç¯º å¯º ÁÃÆº ïÅç ð¼Ö ÃÕç¶ Ô»Í êð êzíÅòôÅñÆ
×¼ñìÅå å¯º ÕÆ íÅò ÔË?
Ô¶á» Çç¼å¶ êËð¶ ù  À°µÚÆ êó·¯ :
íÅò¶º å°ÃÆº ë¯é å¶ Ü» ÂÆî¶ñ Ü» ÁÅÔîä¶-ÃÅÔîä¶ ×ÅÔÕ éÅñ ×¼ñ Õð ðÔ¶ Ô¯ å» À°ç¯º êzíÅòôÅñÆ
×¼ñìÅå , ÃÔÆ ÇòÁÅÕðé Áå¶ Ã¹Ú¶å Ô¯ Õ¶ Ã¹äéÅ/ êó·é çÆ î¹ÔÅðå, ÜðÈðå ù êÈðÅ Õðé Áå¶ Ãî¼ÇÃÁÅ
ç¶ Ô¼ñ ù Çò×Åóé ç¶ ÃÅð¶ Á³åð  ìäÅ ÃÕçÆ ÔËÍ
ÁÃñ Çò¼Ú ÇÂÔ À°Ã Ãî¶º òÆ ÃÔÆ Ô°³çÅ ÔË Üç¯º ÇÕÃ¶ éÅñ ê¶ôÅòð (êz¯ëËôéñ) îÅÔ½ñ  Çò¼Ú ×¼ñ Õð ðÔ¶ Ô¯,
íÅò¶ å°ÃÆº ÇÕÃ¶ é½ÕðÆ ç¶ ñÂÆ ÁêñÅÂÆ Õð ðÔ¶ Ô¯ Ü» ÁÅêä¶ ì½Ã (é½ÕðÆ ç¶ä òÅñÅ) ù ÁÅêäÆ åð¼ÕÆ
ìÅð¶ ÕÇÔ ðÔ¶ Ô¯ò¯Í
ÔÅñ»ÇÕ ÇÂÔ  î¹ãñ¶ Áå¶ ÃèÅðé Ôé êð ÇÂÔ ç¯ò¶º î¹ÔÅðå» Á¼Ü Áå¶ íÇò¼Ö  Çò¼Ú å°ÔÅâ¶ ê¶ôÅòð
ÇéôÅé¶ ù êzÅêå Õðé Çò¼Ú ìÔ°å ÔÆ îÔ¼åòêÈðé Ô°³çÆÁ» ÔéÍ Ãí å¯º òèÆÁÅ, ÇÂ¼æ¶ ÇÂÔ å°ÔÅâÆ
À°º×ñÆÁ» å¶ Ãí ÃÔÆ ÔËÍ ÇÃðë ÁÅêä¶ À°ÚÅðé çÅ ÁÇíÁÅÃ Õð¯, ÁÅêäÆ Ã¹äé ôÕåÆ ù òèÅú Áå¶
ÁÅêäÆ ÇòÁÅÕðé ù Ã¹èÅð¯Í
Ô°ä Ô¶á» Çç¼å¶ ÔÅñÅå ò¼ñ ò¶Ö¯ :
å°ÔÅâÅ ì½Ã ÚÅÔ°³çÅ ÔË ÇÕ å°ÃÆº ÇÂ¼Õ Ø³àÅ òÅèÈ Õ³î Õð¯Í êð å°ÃÆº Ôî¶ôÅ ÁÅêä¶ Õ³î å¶ Ãî¶º ÇÃð êÔ°³Úç¶
Ô¯ Áå¶ Üç¯º å°ÔÅâÅ Ãî» êÈðÅ Ô¯ Ü»çÅ ÔË å» å°ÃÆº ÁÅêäÆ Çôëà å¯º Ôà Ü»ç¶ Ô¯Í ÇÂÃ å¯º ÇÂñÅòÅ å°ÔÅâÅ
çëåð å°ÔÅâ¶ Øð å¯º ÕÅëÆ çÈð ÔË Áå¶ ÇÂÃ ñÂÆ å°ÔÅù ìÃ ñËäÆ êËºçÆ ÔËÍ
How would you explain to the boss that you can’t work the extra hour? Write

your answer below.

____________________________________________________________________

____________________________________________________________________

ÁÇíÁÅÃ A : êzíÅòôÅñÆ åðÆÕ¶ éÅñ ×¼ñ ÕðéÅ Í

Choose the response appropriate for each situation :-

1. Your customer asks you to process his/her request while on the call. But you, as a CSR,
     have your own work to do.

(a) I am not going to process anything for you now. I am busy.

(b) I am sorry, Sir/Ma’am. I really wish I could do that right now, however, as a customer
    service representative, I have to process orders according to the call number of the customers.

2. Your boss gives you only ten minutes’ lunch-break.

(a) Sir/Ma’am, could we have a longer lunch-break? Ten minutes is too short for having lunch.
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 (b) No one can eat lunch in ten minutes.

 (c) Could you give us a longer lunch-break?

3. Your customer does not want the cell-phone that has been delivered to her. She says it’s not
    working properly.

 (a) I am not going to replace the cell-phone. You bought it, so you have to keep it.

 (b) I’m sorry Ma’am/Sir; however, as we have no return policy, I will be unable to replace the
     cell-phone. What I can do is, have one of our tech-experts, take a look at it and replace any
     parts that may not be working properly. Will that be okay with you?

4. Your boss never sanctions your request for leave. You have an important family event to
    attend.

(a) I would like you to consider my request, Sir/Ma’am. I have an important family event to
     attend.

(b) I am asking because I have an important family event to attend. Now, are you allowing me to
    go or not?

5. Your colleague asks you to help him/her prepare the monthly service call report.

(a) I wish I could, however, I am sorry; I will not be able to assist you with the monthly report,
     as I have to complete all my assigned work by the same date.

(b) I am not going to help you. I have enough to do.

ÁÇíÁÅÃ B: í±åÕÅñÆé ÜÅðÆ Ãî» (Past Continuous Tense)

Ô¶á» Çç¼å¶ òÅÕ» ù À°µÚÆ êó·¯ Áå¶ À°Ôé» òÅÕ» ù êÇÔÚÅä¯ Ü¯ Past Continuous Tense  Çò¼Ú Ôé Í
1. I was talking to my boss.

2. He is a demanding person.

3. He was asking me if I could work this Saturday.

4. I refused him by saying that I have some urgent work.

5. Everyone has been complaining about him.

6. My colleagues were also telling me about their experiences.

7. We were thinking about writing a formal complaint.

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶
ÁÅúÍ
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î¹ñ»Õä

  · ÇÂÃ ù êó·¯ :
1. She was playing with her dog.

2. The mob of people was shouting.

3. Zara, and not Meher, was painting the wall.

  · ÔçÅÇÂå :  Ô¶á ÇñÖ¶ òÅÕ» Çò¼Ú ÇÕÇðÁÅ ù (past continuous tense) Çò¼Ú ìçñ¯ Áå¶ òÅÕ» ù
      ç¹ìÅðÅ ÇñÖ¯Í
1.  My boss is looking for me.

2.  He is going to complain about my performance again.

3.  He plans to talk about why the store is getting less and less customers each day.

4.  Fewer customers come because of lack of fresh stock.

5.  But our boss blames us for this.

6.  We have thought of having a talk with him.

7.  We are going to tell him that we need to remove the old stocks and get fresh ones. Who wants to
     buy rotten potatoes, after all ?

8.  We think that a meeting would be a better approach than talking individually.

9.  We forced him to listen to our opinions on the subject.

10.  He listened to his workers’ suggestions for the first time in his life; our plan worked!
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ÃËôé 9: ×ÅÔÕ Ã¶òÅ ÕÅñ ù ô°ðÈ Áå¶ ì³ç ÕðéÅ (Opening and Closing
a Customer Service call)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ÁÅêä¶ ÁÇèÁÅêÕ çÆÁ» ÔçÅÇÂå» ù ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ ç¼Ã¶ Çéðç¶ô» Áé°ÃÅð ð¯ñ êñ¶Á Õð¯Í ÇÂÃ
éÅàÕ ç¶ ÁÖÆð Çò¼Ú å°ÃÆº ÇÂ¼Õ ×ÅÔÕ Ã¶òÅ ÕÅñ ù ô°ðÈ Áå¶ Öåî Õðé ç¶ ï¯× Ô¯ ÜÅä¶ ÚÅÔÆç¶ Ô¯Í Õ°Þ
Ú³×ÆÁ» ×¼ñ» Ü¯ å°ÔÅù êåÅ Ô¯äÆÁ» ÚÅÔÆçÆÁ» Ôé :
Üç¯º àËñÆë¯é À°µå¶ ×ÅÔÕ éÅñ ×¼ñ Ô¯ ðÔÆ Ô¯ò¶ å» ÇÂ¼Õ ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ (ÕÃàîð ÃðÇòÃ
Çðêz÷Ëºà¶Çàò) ù ÇÂÔ ×¼ñ ïÅç ð¼ÖäÆ ÚÅÔÆçÆ ÔË ÇÕ àËñÆë¯é ÕÅñ ÁÅÔîä¶-ÃÅÔîä¶ ×¼ñìÅå çÅ ÇÂÕ
ÇòÕñê Ô°³çÅ ÔËÍ
ë¯é å¶ ×¼ñìÅå ðÅÔÆº Õ¯ÂÆ òÆ çÈÜ¶ ÇòÁÕåÆ ù éÔÆº ç¶Ö ÃÕçÅ (ÇÜò¶º ÇÚÔð¶ ç¶ ÔÅò íÅò , À°é·» ç¶ å½ð
åðÆÕ¶, êzåÆÇÕÇðÁÅò» Ü» Çëð ÇÂÔ ÇÕ çÈÜÅ ÇòÁÕåÆ ÕÆ Õð ÇðÔÅ ÔË?) , êð ìÔå ÃÅðÆÁ» ×¼ñ» çÅ
Á³çÅ÷Å ÇòÁÕåÆ ç¶ ×¼ñìÅå Õðé ç¶ ã³× å¯º ñÅÇÂÁÅ ÜÅ ÃÕçÅ ÔËÍ ÇÂ¼Õ ×ÅÔÕ éÅñ ë¯é Òå¶ ×¼ñ Õðé
ç¶ Çéïî å» ÃèÅðé ÇÜÔ¶ Ôé êð À°Ôé» çÅ ñ×ÅåÅð ÁÇíÁÅÃ Õðé çÆ ÜðÈðå Ô°³çÆ ÔËÍ
Ô¶á» Çç¼å¶ ×Â¶ êËðÅ×zÅë ù À°µÚÆ êó·¯ :
×¼ñìÅå ô°ðÈ  ÕðéÅ (Starting the conversation)
ÕÅñ ô°ðÈ Õðé ç¶ ç¯ î¹¼ãñ¶ åðÆÕ¶ ÔéÍ ÇÂÔé» ù Ôî¶ôÅ òðåäÅ ÚÅÔÆçÅ ÔËÍ
1. Üç¯º å°ÃÆº Ü°ÁÅì ç¶ ðÔ¶ Ô¯ò¯ å» ÁÅêä¶ ÇÚÔð¶ å¶ î¹ÃÕðÅÔà ð¼Ö¯Í ÇÂÃ éÅñ ×ÅÔÕ ù ÇÂÔ îÇÔÃÈÃ
   Ô°³çÅ ÇÕ ÇÜò¶º å°ÃÆº À°é·» ù ÜÆ ÁÅÇÂÁÅ ÕÇÔ ðÔ¶ Ô¯ò¯Í
2. ×¼ñìÅå ç¶ Çò¼Ú Çî¼åðåÅêÈðé òÅÕ» çÆ òðå¯º Õð¯ ÇÜò¶º : ÒÒThanks for calling”, “May I

   help you?ÓÓ
×¼ñìÅå ô°ðÈ Õðé ñÂÆ Õ°Þ ÇéîðåÅ òÅñ¶ òÅÕ:
   ·  ×ÅÔÕ ù ô°íÕÅîéÅò» ç¶ò¯
   ·  ÁÅêäÆ Ã³ÃæÅ çÅ éÅî ñò¯Í
   ·  ÁÅêä¶ ìÅð¶ ÜÅäÕÅðÆ ç¶ò¯Í
   ·  ÁÅêäÆ îçç ìÅð¶ ê¶ôÕô Õð¯Í
“Good morning, Airway Travels, Harpreet Kaur speaking. How may I help?”

   ·  ×ÅÔÕ çÅ å°ÔÅâÆ Ã³ÃæÅ Çò¼Ú ×¼ñìÅå Õðé å¶ è³éòÅç Õð¯Í
   ·  ÁÅêä¶ ìÅð¶ ÜÅäÕÅðÆ ç¶ò¯Í
   ·  ÁÅêäÆ îçç ìÅð¶ ê¶ôÕô Õð¯Í
“Thank you for calling Airway Travels, this is Harpreet Kaur. How may I help?”

×¼ñìÅå ù Öåî ÕðéÅ (Closing the conversation)
Üç¯º ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³çÅ àËñÆë¯é ç¶ À°µå¶ ÁÅêäÆ ×¼ñìÅå Öåî ÕðçÅ ÔË å» À°ç¯º Õ°Þ ÇéîðåÅ òÅñ¶
ôìç» çÆ òðå¯º ÕðéÆ ÚÅÔÆçÆ ÔËÍ
1. ×ÅÔÕ ù ê¹¼Û¯ ÇÕ ÕÆ À°Ôé» çÆ î¹ôÇÕñ Ô¼ñ Ô¯ ×ÂÆ ÔË Áå¶ ÕÆ À°Ô ÇÂÃ å¯º Ã³å°ôà Ôé ?



52

2. ×ÅÔÕ ù ê¹¼Û¯ ÇÕ ÕÆ À°Ôé» ù ÇÕÃ¶ Ô¯ð ÚÆ÷ Çò¼Ú Ãî¼ÇÃÁÅ ÔË Ü¶Õð À°Ô åÔÅâÆ ÃÔÅÇÂåÅ ñËäÆ
   ÚÅÔ°³ç¶ Ô¯äÍ
3. ÇÂ¼Õ òÅðÆ Çëð ×ÅÔÕ çÅ å°ÔÅâÆ Ã³ÃæÅ Çò¼Ú ×¼ñ Õðé å¶ è³éòÅç Õð¯Í ÇÂÃ éÅñ ×ÅÔÕ ç¶ îé
   Çò¼Ú ÇÂÔ íÅòéÅ êËçÅ Ô°³çÆ ÔË ÇÕ À°Ôé» ç¶ òêÅð (Õ³î) çÆ ÃðÅÔéÅ ÕÆåÆ ×ÂÆ ÔËÍ
4. ÁÅêä¶ ìÅð¶ ç¹ìÅðÅ ÜÅäÕÅðÆ ÇçúÍ
5. ×ÅÔÕ ù ÕÔ¯ ÇÕ À°Ôé» ù Ã¶òÅò» ç¶ä å¶ å°ÔÅù Ö¹ôÆ îÇÔÃÈÃ Ô°³çÆ ÔËÍ
6. Á³å Çò¼Ú ×°â ìÅÂ¶ ÕÔ¯ Áå¶ ë¯é ÕÅñ Õ¼à ÇçúÍ
À°çÅÔðé ñÂÆ :
“Has your question been answered satisfactorily? Is there anything else I can help you
with? Thank you for calling Airway Travels. This was Harpreet Kaur. If you have any
additional questions, please feel free to call us anytime. It was a pleasure serving you.
Goodbye.”

ÁÇíÁÅÃ A: ×ÅÔÕ Ã¶òÅ ÕÅñ ù ÇÕò¶º ô°ðÈ Áå¶ Öåî ÕÆåÅ Ü»çÅ ÔË?

Ô¶á» Çç¼åÆ ÜÅäÕÅðÆ ù À°µÚÆ êó·¯ Í (Here CSR stands for Customer Service Representative and
Cust indicates Customer)

CSR: __________ for calling Airsell. This is Jaspreet. How ____________ you?

CSR: May I please have your full name and phone number?

Cust: Ranjeev Singh. My phone number is 919922 2299.

CSR: If I understand you correctly, what you are saying is you would like a ‘post-paid connection,
         am I correct?

Cust: Yes.

CSR: Very good Sir. I’d be very happy to tell you all about the different plans we have. May I
          have two minutes of your time now?

Cust: No, I don’t have the time right now, but could you please mail me your different post-paid
         plans?

CSR: Sure. Would you please provide me with your email-id and I’ll send you the details right
         away!

Cust: Great! My email-id is ranjeev.singh@email.com.

CSR: May I please confirm your email-id. It is ranjeev.singh@email.com, am I correct?

Cust: Yes.

CSR: Thank you Sir. Is _______________ I can assist you with?

Cust: No. That’s it.

CSR: ____________ so much for _______ Airsell. This was Jaspreet. It’s been a pleasure
        serving you. Goodbye!_______________________.

####################################################################
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CSR: Hello! Thank you for ________ Holiday Travels. ____ is Mandira ________. How
may I help you?

Cust: My family and I want to go for a summer holiday, and we would like to know the best
place to go to. Can you please tell me which place is the best at this time of the year?
CSR: I can surely help you Ma’am. As there are many wonderful places to choose from, I can
send you a mail with all the different choices and you can take your time and select what best
suits your family.

Cust: Great!

CSR: May I please have your email-id Ma’am?  So I can mail you the details right away!

Cust: It is seema.kapoor@yahoo.com.

CSR: Thank you Ma’am. Is there anything else I can help you with?

Cust: No.

CSR: Thank you for calling Holiday Travels. We really appreciate you calling us.This was
Mandira. It was a _________ assisting you.

_______________________________________!

Ü¯óÆÁ» (Pairs) ìäÅú Áå¶ ÁÅêäÆ ê¹ÃåÕ ç¶ Áé°ÃÅð ÁÇíÁÅÃ Õð¯Í ÖÅñÆ æÅò» íð¯Í ÖÅñÆ æÅò»
íðé å¯º ìÅÁç Á¼×¶ ÁÅú Áå¶ òÅðÆ Áé°ÃÅð ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò Áå¶ ×ÅÔÕ çÅ ð¯ñ êñ¶Á
Õð¯Í

ÁÇíÁÅÃ B: ÁËâÜËÕÇàò Áå¶ ÁËâòðì (Adjectives and Adverbs)

Ô¶á» Çç¼å¶ òÅÕ» ù À°µÚÆ êó·¯ Áå¶ ÇÂÔ êÇÔÚÅé Õð¯ ÇÕ ×Èó·¶ ÕÆå¶ ×Â¶ ôìç ÁËâÜËÕÇàò
Ôé Ü» ÁËâòðì (Adjectives or Adverbs)?
1. Good Morning!

2. The customer service representative must always be polite.

3. A customer must be greeted cheerfully.

4. A satisfied customer will speak highly of the company.

5. Smile warmly while greeting customers.

6. Wish customers a good day when you end a call.

7. Never forget to thank customers for calling.

ÁËâÜËÕÇàò Áå¶ ÁËâòðì çÆ òðå¯º éÅñ ÃèÅðé òÅÕ ìäÅÀ°ä çÆ Õ¯Çôô Õð¯Í î¹ñ»Õä ù ÇèÁÅé éÅñ
êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶ Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù
Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶ ÁÅúÍ
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î¹ñ»Õä

  · ÇÂÃ ù êó·¯ :
1. This issue should be solved quickly. (adverb)

2. You need to be quick while handling such issues. (adjective)

3. I am sure that the work will be completed. (adjective)

4. Surely,the work will be completed. (adverb)

 · ÔçÅÇÂå : ÃÔÆ ÁËâÜËÕÇàò/ ÁËâòðì çÆ Ú¯ä ÕðÕ¶ ÖÅñÆ æÅò» íð¯:
   · Delivering good customer service  sounds like an ________ (easy, easily) task.
   · However, how you talk to your customers plays an important role.

A ________________ (professional, professionally) __________ (friend , friendly) conversation
will make them feel welcome. Here are some examples of how you can talk to a customer _______
(warm, warmly):

1. Good morning! Thank you for calling ‘book-your-ticket.com’,

2. This is Karan Singh speaking.

3. How may I help? Or

4. Is there anything in __________ (particular, particularly) that I can help you with?

5. Has your question been answered satisfactorily?

6. Is there anything else I can help you with?

7. Thank you for calling ‘book-your-ticket.com’.

8. This was Karan Singhania.

9. If you have any additional questions please feel free to call us anytime.

10. It was a pleasure serving you.

11.Goodbye.

________(Simple, Simply) sentences like these not just show manners; they ___________ (actual,
actually) let your customers know that help is available. However, just saying the words is not enough.
Your voice plays an __________ (equal, equally)important role. Politeness and a friendly smile
__________ (real, really) helps the customers feel comfortable. You also show them that  your
services are _________ (ready, readily)available,and you will do all that

you can to make sure their experience is _____________ (successful, successfully).
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ÃËôé 10: ÇòÁÅÇÖÁÅ ÕðéÅ (Paraphrasing)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÇòÁÅÇÖÁÅ ÕÆ ÔË? ÁÅêä¶ ôìç» Çò¼Ú ÇñÖ¯ ÇÕ ÇÂÃçÅ ÕÆ Áðæ Ô°³çÅ ÔË :
____________________________________________________________

____________________________________________________________

îðÆÁî-òËµìÃàð (Merriam-Webster) ÁÅéñÅÂÆé ÇâÕôéðÆ Áé°ÃÅð ôìç ÒÒparaphraseÓÓ çÅ íÅò
(Áðæ) ôìç, òÅÕ Ü» Õ³î çÅ î¹ó ÇÕÃ¶ çÈÜ¶ åðÆÕ¶ éÅñ Áðæ ç¼Ãä å¯º ÔËÍ ÃèÅðé ôìç» Çò¼Ú ÒÒÇÕÃ¶
çÈÜ¶ ÇòÁÕåÆ ç¹ÁÅðÅ ÕÔ¶ ×Â¶ ôìç» ù ÁÅêä¶ ôìç» Çò¼¼Ú ç¹ìÅðÅ ÇìÁÅé ÕðéÅ ÔËÓÓ Í
   · Paraphrasing sends a signal to the speaker that you “got” what the speaker is saying.

   · Paraphrasing also shows that you are interested in making sure that what you heard is what the
      speaker meant to say.

À°çÅÔðé ñÂÆ, Ü¶Õð å°ÔÅâÅ ×ÅÔÕ ÕÇÔ³ºçÅ ÔË”I really like the Apple Macintosh PC, the Apple
Laptop, the Apple iPad and the Apple iPod.”

å» å¹ÃÆº ÇÂÃ åð·» Ü°ÁÅì ç¶ ÃÕç¶ Ô¯ :”Wow! You really like Apple products!”

ÁÃñ ç¶ Çò¼Ú ÇòÁÅÇÖÁÅ ÇÕÃç¶ ìÅð¶ ÔË? ÇÂÔ Ãí ÇÂÃ ìÅð¶ ÔË:
    ·  ÇÂÔ ÃîÞäÅ ÇÕ ×ÅÔÕ ÕÆ Ã³ç¶ô/Ãî¼ÇÃÁÅ ç¼Ãä çÆ Õ¯Çôô Õð ÇðÔÅ ÔË?
    ·  ×ÅÔÕ ç¶ Ã³ç¶ô/Ãî¼ÇÃÁÅ ù ÃîÞäÅÍ
    ·  îÔ¼åòêÈðé ×¼ñ» ù ÁÅêäÆ ÁÅòÅ÷ Çò¼Ú ç¹ìÅðÅ ÇìÁÅé ÕðéÅÍ
    ·  ÇòÁÅÇÖÁÅ ÇÕÀ°º ÜðÈðÆ ÔË? ÇòÁÅÇÖÁÅ ÇÂÃ ñÂÆ ÜðÈðÆ ÔË:
    ·  ÇÂÔ Ãêôà ÕðéÅ ÇÕ ×ÅÔÕ ÕÆ ÕÇÔ ÇðÔÅ ÔË?
    ·  ÁÅêä¶ ×ÅÔÕ ù ÇÂÔ çðÃÅÀ°äÅ ÇÕ À°Ô Ü¯ òÆ  ÕÇÔäÅ ÚÅÔ°³çÅ/ÚÅÔ°³çÆ ÔË å°ÃÆº À°Ã Çò¼Ú
      ð¹ÚÆ ð¼Öç¶ Ô¯Í
    ·  ×ÅÔÕ ù ÇÂÔ ïÕÆé çòÅÀ°äÅ ÇÕ Ü¯ À°Ãé¶ ÇÕÔÅ ÔË å°ÃÆº À°Ãù ÃîÞ Ú¹¼Õ¶ Ô¯Í
    ·  ×¼ñìÅå ù Á¼×¶ òèÅÀ°ä å¯º êÇÔñ» ÇÂÔ Ã¹ÇéôÇÚå ÕðòÅÀ°äÅ ÇÕ å°ÃÆº ÔÅñÅå ù êÈðÆ åð·» ÃîÞ
       Ú¹¼Õ¶ Ô¯Í
Üç¯º ÇÂÕ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ë¯é ÕÅñ å¶ Ô°³çÅ ÔË å» À°ç¯º Õ°Þ òÅÕ» çÆ òðå¯º ÕÆåÆ Ü»çÆ ÔË
ÇÕ ÇÕò¶º ×¼ñìÅå ÕÆåÆ ÜÅò¶ Í ÇÂÔé» Çò¼Ú¯º Õ°Þ òÅÕ ÇÂÔ Ôé :
    ·  “If I heard you correctly, you were asking if…”

·  “Your question is/was……Is that right?”

·  “As I understand it, you want to know if…. Am I correct?”

·  “So your issue is …”

·  “As I understand, you’re facing an issue with…. Would that be correct ?”
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Ü¶Õð ×ÅÔÕ ù ÇÂÔ ïÕÆé Ô¯ ÜÅò¶ ÇÕ ç¼ÇÃÁÅ ÜÅä òÅñÅ êzôé ÃÔÆ ÔË å» À°Ã å¯º ìÅÁç Â¶Ü³à/ÕÃàîð
ÃðÇòÃ Çðêz÷Ëºà¶Çàò ù Ü°ÁÅì ç¶äÅ ô°ðÈ ÕðéÅ ÚÅÔÆçÅ ÔËÍ
Â¶Ü³à/ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò çÅ Ü°ÁÅì À°ÔÆ Ô¯äÅ ÚÅÔÆçÅ ÔË Ü¯ ÇÕ ×ÅÔÕ Ã¹äéÅ Áå¶ ÜÅäéÅ
ÚÅÔ°³çÅ ÔËÍ
ÇòÁÅÇÖÁÅ Ü» àÆÕÅ-Çà¼êäÆ Õðé ñÂÆ ÕÅøÆ Ç÷ÁÅçÅ ÁÇíÁÅÃ çÆ ñ¯ó Ô°³çÆ ÔËÍ Üç¯º å°ÃÆº ÇÕÃ¶ éÅñ
×¼ñ Õð ðÔ¶ Ô°³ç¶ Ô¯ å» å°ÔÅù ÇÂÔ Ã¹äé çÅ ÁÇíÁÅÃ ÕðéÅ ÚÅÔÆçÅ ÔË ÇÕ ÃÅÔîä¶ òÅñÅ ÕÆ ÕÇÔ ÇðÔÅ
/ðÔÆ ÔË? Çëð À°Ã ç¹ÁÅðÅ ÕÔ¶ ×Â¶ ôìç» ù ÁÅêä¶ ôìç» Çò¼Ú Ãêôà Õð¯Í Üç¯º å°ÃÆº ÇòÁÅÇÖÁÅ Õðé
çÆ Õ¯Çôô Õðç¶ Ô¯ å» å°ÃÆº îÇÔÃÈÃ Õð¯×¶ ÇÕ å°ÃÆº ×ÅÔÕ ù Áå¶ çÈÜ¶ ñ¯Õ» ù ÁÅêäÆ Ç÷³ç×Æ Çò¼Ú
ÇÜÁÅçÅ òèÆÁÅ åðÆÕ¶ éÅñ ÃîÞä ñ¼× êÂ¶ Ô¯Í
êËðÅëð¶ÇÃ³× Õðé çÆ ÚÅìÆ ÇÂÔ ÔË ÇÕ çÈÇÜÁ» çÆ ÕÔÆ Ô¯ÂÆ ×¼ñ ù ìÔ°å ÔÆ ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ À°Ã
å¯º ìÅÁç À°Ôé» ôìç» çÅ ÁÅêä¶ ôìç»  Çò¼Ú Áé°òÅç Õð¯Í

ÁÇíÁÅÃ A: ÇòÁÅÇÖÁÅ/àÆÕÅ ÕðéÅ ÇÃ¼ÖäÅ-A (Learning to Paraphrase - I)

é¯à: ÇòÁÅÇÖÁÅ ÇÂ¼Õ ôìç çÆ Ü» Çëð êÈð¶ êËðÅ×zÅø çÆ ÕÆåÆ ÜÅ ÃÕçÆ ÔËÍ ÇÂÃ ÁÇíÁÅÃ  Çò¼Ú êÇÔñ¶
òÅÕ çÆ À°çÅÔðé ç¶ å½ð å¶ ÇòÁÅÇÖÁÅ ÕÆåÆ ×ÂÆ ÔËÍ
ÁÃñ òÅÕ : (The women, whose lives Sakshi had saved, were very thankful to her.)- Á½ðå» ÇÜÔé»
çÆ ôÅÕôÆ é¶ Ç÷³ç×Æ ìÚÅÂÆ ÃÆ, À°é·» é¶ À°ÃçÅ ìÔ°å è³éòÅç ÕÆåÅÍ
ÇòÁÅÇÖÁÅ : (The women were very thankful to Sakshi for saving their lives.) – À°é·» çÆÁ» Ç÷³ç×ÆÁ»
ìÚÅÀ°ä ñÂÆ Á½ðå» é¶ ôÅÕôÆ çÅ ìÔ°å è³éòÅç ÕÆåÅÍ
Ô¶á» Çç¼å¶ òÅÕ» ù ÁÅêä¶ ôìç» Çò¼Ú ÇñÖ¯:
Original: Giraffes like eating leaves and hay, and they can consume 35 kilos of it a day

Paraphrase:__________________________________________________________

____________________________________________________________________

Original: Any trip to Delhi should include a visit to Agra to see the Taj.

Paraphrase:__________________________________________________________

____________________________________________________________________

Original:The use of recycled resources could stop the destruction of the

rainforests.

Paraphrase:__________________________________________________________

____________________________________________________________________

Original: From the thousands of motorcycle accidents each year, three-fourths were caused by head
injuries. Half of those killed were school-age children. One study reported that wearing a bike helmet
can reduce the risk of head  injury by 85%. During an accident, a bike helmet absorbs the shock,
cushions the head and can save a life

Paraphrase:__________________________________________________________
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ÁÇíÁÅÃ B: ÇòÁÅÇÖÁÅ/àÆÕÅ ÕðéÅ ÇÃ¼ÖäÅ-B (Learning to Paraphrase - II)

Ü¯ó¶ ìäÅú Áå¶ Ô¶á» Çç¼å¶ òÅÕ» çÆ òðå¯º Â¶Ü³à ç¶ Ü°ÁÅì ç¶ä ñÂÆ ×¼ñìÅå ô°ðÈ Õðé òÅÃå¶ ÖÅñÆ
æÅò» íðé ñÂÆ Õð¯Í

· “If I heard you correctly, you were asking if…”

· “Your question is/was……Is that right?”

· “As I understand it, you would like to / want to know if…. Am I correct?”

· “So your issue is …Is that correct?”

· “As I understand, you’re facing / you have an issue with…. Would that be correct?

Customer: Could you tell me when I  will get my laptop?

Agent: ______________________________________________________________

____________________________________________________________________

Customer: I don’t think my desktop is functioning properly.

Agent: ______________________________________________________________

____________________________________________________________________

Customer: This is not what I had booked. Please send me the one I chose.

Agent: ______________________________________________________________

____________________________________________________________________

Customer: My new iPad is completely broken…Am I entitled to another one for

free?

Agent: ______________________________________________________________

____________________________________________________________________

Customer: I need the service-order information sent to me right now!

Agent: ______________________________________________________________

____________________________________________________________________

ÁÇíÁÅÃ C: ÁËÕÇàò å¶ êËÇÃò ò°ÁÅÇÂÃ (Active and Passive Voice)

Ô¶á» Çç¼å¶ ×Â¶ òÅÕ êËÇÃò ò°ÁÅÇÂÃ Çò¼Ú Ôé ÇÂÔé» ù ÁËÕÇàò ò°ÁÅÇÂÃ Çò¼Ú ìçñ¯:
1. The products have been sorted by us.

2. The products have been packed.

3. The products had to be sorted so that we could pack them.
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Ô¶á» Çç¼å¶ ×Â¶ òÅÕ ÁËÕÇàò ò°ÁÅÇÂÃ Çò¼Ú Ôé ÇÂÔé» ù êËÇÃò ò°ÁÅÇÂÃ Çò¼Ú ìçñ¯ :
1. We put the iPads and laptops into the Electronics category.

2. We have counted the number of iPads and laptops.

3. We had packed the iPads and laptops.

ÁËÕÇàò Áå¶ êËÇÃò ò°ÁÅÇÂÃ  Çò¼Ú  ÃèÅðé òÅÕ ìäÅÀ°ä çÆ Õ¯Çôô Õð¯ Í  î¹ñ»Õä ù ÇèÁÅé éÅñ
êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ  Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶ Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù
Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶ ÁÅúÍ

î¹ñ»Õä

ÇÂÃ ù êó·¯ :
Active Voice:    She is arranging her bedroom.

Passive Voice:  Her bedroom is being arranged.

Active Voice:   She has arranged her bedroom.

Passive Voice: Her bedroom has been arranged.

Active Voice:   She will arrange her bedroom.

Passive Voice: Her bedroom will be arranged.

ÔçÅÇÂå:  Ô¶á» Çç¼å¶ òÅÕ» ù êËÇÃò ò°ÁÅÇÂÃ Çò¼Ú ìçñ¯ :
1. I have categorized the items that can be packed together.

2. She has made a list of items packed in each carton.

3. Pooja is making a list of items to be packed separately.

4. You should not pack vegetarian and non-vegetarian food items together.

5. You have to bubble wrap all the glass and porcelain items.

6. This list specifies the order in which the items have to be packed.

7. I will remove the security tags before packing the clothes and glassware.

8. I will fold the garments before they are packed.

9. You must label all the cartons carefully.

10. I have counted the number of cartons to be loaded in the truck.
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ÃîÆÇÖÁÅ ÃËôé C

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÇÂÃ ÃËôé çÅ À°ç¶ô , ÃËôé H,I Áå¶ A@  ìÅð¶ å°ÔÅâÆ ÜÅäÕÅðÆ Áå¶ ÃîÞ çÅ î¹ñ»Õä ÕðéÅ ÔËÍ
ã³× : ÃîÆÇÖÁÅ çÅ î¹ñ»Õä êzôé» Áå¶ À°µåð» À°µå¶ ð¯ñ êñ¶Á å¶ ÁèÅÇðå Ô¯ò¶×ÅÍ À°µåð» çÅ
î¹ñ»Õä Õ³àËºà, êzÃ³×, ÇòÁÅÕðé, òÅÕ ìäåð Áå¶ ôìçÅòñÆ å¶ ÁèÅÇðå Ô¯ò¶×Å Ü¯ ÇÕ ÃËôé Çò¼Ú
ôÅîñ ÕÆå¶ Ô¯Â¶ ÔéÍ
ÇòèÆ : ÃîÆÇÖÁÅ î¹ñ»Õä Ôð¶Õ ÃËôé ñÂÆ ÇÂ¼Õ Ô¯ò¶×Å :
  · ÃËôé 8: êzíÅòôÅñÆ ×¼ñìÅå ÕðéÅ (Communicating Effectively)

  · ÃËôé 9: ×ÅÔÕ Ã¶òÅ ÕÅñ ù ô°ðÈ Áå¶ ì³ç ÕðéÅ (Opening and Closing a Customer Service Call)
  ·  ÃËôé 10: ÇòÁÅÇÖÁÅ (Paraphrasing)

î¹ñ»Õä
î¹ñ»Õä ÃËôé 8: êzíÅòôÅñÆ ×¼ñìÅå ÕðéÅ (Communicating Effectively)
1) ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé  Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ ÇÜò¶º
ÃËôé» Çò¼Ú êó·ÅÇÂÁÅ Ç×ÁÅ ÔË ÇìñÕ°ñ À°Ã¶ êzÕÅð À°µåð ÃòÆÕÅð éÔÆº ÕÆå¶ ÜÅä×¶Í
    êzôé :
    1. When speaking to a customer over the phone, via e-mail or face-toface, what skill can either
         please the customer or escalate the issue?

    2. How important are communication skills when communicating in a professional environment?

    3. How does a person improve his/her communication skills?

2) Ô¶á» ×Èó·¶ ÕÆå¶ ×Â¶ òÅÕ» ù í±åÕÅñÆé ÜÅðÆ ÕÅñ (Past Continuous Tense)  Çò¼Ú ìçñ Õ¶ ç¹ìÅðÅ
    ÇñÖ¯:
òÅÕ :
1. A customer is looking for a Smartphone.

2. He is going to applaud my performance again.

3. We have thought of having a talk with him.

4. I am planning to find out why our customers are going to our competitor’s  store.

5. Customers have come in thousands to see the launch of the new iPhone.

6. Our boss praised my team for the success of the project.

7. I ate, while Jaspreet studied.

8. We think that a meeting would be a better approach than talking individually.

9. We forced him to listen to our opinions on the subject.

10.He listened to his workers’ suggestions for the first time in his life; our plan worked!
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ÁÅêä¶ îËé¶Üð ù ÁÅêäÅ ëËÃñÅ ç¼Ãä  ñÂÆ êzíÅòôÅñÆ ×¼ñìÅå çÆ òðå¯º Õð¯Í
                             ð¯ñ êñ¶Á (Role Play)
Your Manager asks you to work for an extra hour every day for the entire week, and help your
team mate, Akaash, finish his reports.

You’ve completed all your pending work, and live two hours away from the office.

Before you make your decision, you must think of all the pros and cons of the situation.

     ·  If you leave an hour late by bike, you’ll end up reaching your home only by 11pm

         every day, therefore, you will have to request your Manager for a car to pick-up and drop
        you for the week.

     ·  Your acceptance will showcase your positive attitude towards your team, as well as make
         your manager happy.

     ·  If you decline, then it may showcase your attitude towards your team in poor light, and you
         might end up upsetting your manager.

What will you do? Explain your decision to your Manager, using effective

communication skills.

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

***********************************************************************

î¹ñ»Õä ÃËôé 9  ×ÅÔÕ çÅ ÁÇíé§çé ÕðéÅÍ

ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ ÇÜò¶º ÃËôé»
Çò¼Ú êó·ÅÇÂÁÅ Ç×ÁÅ ÔË, ÇìñÕ°ñ À°Ã¶ êzÕÅð À°µåð ÃòÆÕÅð éÔÆº ÕÆå¶ ÜÅä×¶Í

êzôé :
1) å°ÃÆº ÇÂ¼Õ ×ËÜ¶àð¯ÇéÕ Õ³êéÆ ñÂÆ Õ³î Õðç¶ Ô¯ Ü¯ ÇÕ Õ³ÇêÀ±àð» Áå¶ ÃîÅðàë¯é» çÅ ÇéðîÅä ÕðçÆ
ÔËÍ ×ÅÔÕ Ãà¯ð ç¶ Á³çð ÁÅ ÇðÔÅ ÔË Áå¶ å°ÃÆº Ãà¯ð  Çò¼Ú Ô¯Í À°Ô ÇÕÔó¶ ê³Ü åðÆÕ¶ Ôé ÇÜÔé» éÅñ
å°ÃÆº ×ÅÔÕ çÅ ÁÇíé§çé Õð ÃÕç¶ Ô¯ ?
2) ×ÅÔÕ Áå¶ ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ ÇòÚÕÅð ×¼ñìÅå ù êÈðÅ Õðé  ñÂÆ ÖÅñÆ æÅò» íð¯Í
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Scenario-1

A: _____________________________________

B: Good Morning!

A: ____________________ particular _________?

B: Yes, I would like to have a look at some laptops with a printer.

A: _________________ brand _____________?

B: Which do you have?

A: We have Apple, Dell, Sony, HCL and HP.

B: That’s great. I’d like to have a look at them.

A: Sure, Ma’am/Sir. Please come this way.

———————————————————————————————————

Scenario-2

A: _____________________________________

B: Hello.

A: _____________________________________

B: I would like to buy a computer. Could you show me one that is not too expensive?

A: Sure, Ma’am/Sir. What type of computer do you want to have?

B: I’m not too sure. Something I can carry around.

A: I think you’ll find our range of laptops very satisfactory. Would you like to have a look at
some of them?

B: Yes.

A: Very good, Ma’am/Sir. Please come this way.

———————————————————————————————————

Scenario-3

A: _____________________________________

B: Morning!

A: _____________________________________

B:  I haven’t decided yet. I’m just looking around.

A: Okay, Ma’am. Please _____________________________________.

B: I’ll do that. Thank you.

òÅÕ
ã°Õò¶º ÁËâÜËÕÇàò(Çòô¶ôä) /ÁËâòðì(ÇÕÇðÁÅ Çòô¶ôä) éÅñ ÖÅñÆ æÅò» íð¯ :
Delivering good customer service – sounds like an ________ (easy, easily)task; however, it’s how
you talk to your customers that  plays an important role.
A ________________ (professional, professionally) __________ (friend, friendly)conversation will
make  them feel welcome. Here are some examples of how you can talk to a customer __________
(warm,warmly):
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1. Good morning! Welcome to Gadgetronics.

2. My name is Krish, how may I assist you? Or

3. Is there anything in _______________ (particular, particularly)that I can help you with?

4. Has your question been answered satisfactorily? Or

5. Have you found what you’ve been looking for?

6. Is there anything else I can help you with?

7. If you have any additional questions, please feel free to ask me.

8. Thank you for being a Gadgetronics customer.

9. We aim to serve you better. Or

10. It was a pleasure serving you.

A ________(Simple, Simply) and pleasant conversation such as this shows  the customers that they
are ___________ (real, really) appreciated, and  that  help is available.

However, just saying the words is not enough. You need to sound like you __________ (actual,
actually)mean it. Politeness and a friendly smile __________ (real, really) helps the customers feel
comfortable. You also need to assure them that your services are _________ (ready,

readily)available,and you will do all that you can to make sure their experience is very _____________
(pleasant, pleasantly).

********************************************************

ÃîÆÇÖÁÅ ÃËôé 10: ÇòÁÅÇÖÁÅ (Paraphrasing)
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ ÇÜò¶º ÃËôé»
Çò¼Ú êó·ÅÇÂÁÅ Ç×ÁÅ ÔË, ÇìñÕ°ñ À°Ã¶ êzÕÅð À°µåð ÃòÆÕÅð éÔÆº ÕÆå¶ ÜÅä×¶Í

êzôé :
1) What is Paraphrasing? Explain in simple terms.

2) What are the three steps involved when paraphrasing?

3) What does “paraphrasing” convey to a person / customer?

4) Why is it necessary to paraphrase?

5) Describe at least three starting phrases used when paraphrasing?

òÅÕ (Sentences):

1) Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» çÆ ÇòÁÅÇÖÁÅ Õð¯ Í Üç¯º ÇòÁÅÇÖÁÅ Ô¯ ÜÅò¶ å» òÅÕ» ù À°µÚÆ ì¯ñ Õ¶ êó·¯Í
1) Original: The computer  that Sahil had repaired, was working very well.
_________________________________________________________________
_________________________________________________________________
2) Original: Mansi’s new laptop has been completely damaged in an  accident…Will the company
                   she bought it from, give her another one for free?
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_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
3) Original: When you go to buy that new computer you were telling me about, make sure you
buy it from the Gadgetronics store. They offer the  best discounts.
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
4) Original: I think the use of recycled resources in technology would be fantastic!
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________
5) Original: From the thousands of computer crashes each year, half are caused by virus
attacks. The other half are caused by badly manufactured computers.
_________________________________________________________________
_________________________________________________________________
_________________________________________________________________

2)  Ô¶á» Çç¼å¶ òÅÕ» ù êËÇÃò ò°ÁÅÇÂÃ (passive voice) Çò¼Ú ìçñ¯ :
1. I have categorized the computers that need to be packed together.

2. She has made a list of computers packed in each carton.

3. Priyal is helping a customer find a laptop.

4. Ansh mailed the letter.

5. You have to paraphrase all the customers’ issues.

6. This list specifies the customers’ names for which the Tablet PC has to be packed.

7. The driver delivered the desktop at the correct address.

8. The salespeople always clean the computers before they are put on sale.

9. You must fill all the customers’ names alphabetically.

10.Many of our customers inquired about our newly launched laptop today.

              ********************************************************
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ÃËôé 11: ÜÅäÕÅðÆ çÆ êóåÅñ (Verification of Information)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)
ôìç ÒÒÜÅäÕÅðÆ çÆ êó·åÅñÓÓ å¯º å°ÃÆº ÕÆ ÃîÞç¶ Ô¯?
____________________________________________________________

____________________________________________________________

____________________________________________________________

____________________________________________________________

ÜÅäÕÅðÆ çÆ êó·åÅñ Çò¼Ú ÇÂÔ Õ°Þ ôÅîñ Ô°³çÅ ÔË:
     · ÇÂ³àðéËµà çÆ ÃÔÅÇÂåÅ éÅñ ÇÂÕ¼áÆ ÕÆåÆ ×ÂÆ ÃÅðÆ ÜÅäÕÅðÆ çÆ êó·åÅñ ÕÆåÆ ÜÅ ÃÕçÆ ÔËÍ
     · êó·åÅñ ñÂÆ Õ³êéÆÁ» ÇÜÔóÆ ÇòèÆ çÆ òðå¯º ÕðçÆÁ» Ôé À°Ô ìÔ°å îÔ¼åòêÈðé ÔË, ÇÕÀ°ºÇÕ
      ÇÂÔ ×ÅÔÕ çÆ ÜÅäÕÅðÆ (ìËºÕ ÖÅå¶ çÆ ÜÅäÕÅðÆ, ìÆîÅ éÆåÆ çÆ ÜÅäÕÅðÆ, À°åêÅç Áå¶ ÃðÇòÃ
     ÁÅðâð é§ìð, ÕðËÇâà ÕÅðâ é§ìð ÁÅÇç) çÆ ð¼ÇÖÁÅ ÕðçÅ ÔË, å» Ü¯ ÇÂÔé» çÆ ç¹ðòðå¯º éÅ Ô¯
     ÃÕ¶ Áå¶ ÇÂÔ ÜÅäÕÅðÆ Ú¯ðÆ éÅ Ô¯ ÃÕ¶Í
Ô¶á» Çç¼å¶ êËðÅ×zÅø ù À°µÚÆ êó· ¯:
éÅî çÆ êó·åÅñ Õð¯ : ×ÅÔÕ çÅ êÇÔñÅ Áå¶ ÁÅÖðÆ éÅî ÚËµÕ Õð¯ (À°çÅÔðé ñÂÆ, îñÕÆå ÇÃ³Ø)
ÇÕÀ°ºÇÕ ÇÂÔ Ã¹ÇéôÇÚå ÕðéÅ ÜðÈðÆ ÔË ÇÕ Ü¯ ÇòÁÕåÆ ÕÅñ Õð ÇðÔÅ ÔË À°Ô À°ÃçÅ ê¹ðÅäÅ ×ÅÔÕ ÔË Ü»
éò» ×ÅÔÕÍ ñËºâ ñÅÂÆé Ü» î¯ìÅÇÂñ é§ìð Ã¹ÇéôÇÚå ÕðéÅ : ×ÅÔÕ çÅ ñËºâ ñÅÂÆé / î¯ìÅÇÂñ é§ìð
ÚËµÕ Õð¯Í ê¯Ãàñ Õ¯â ÚËµÕ Õð¯: Õ³êéÆÁ» ÁÅêä¶ Â¶Ü³à» ù ×ÅÔÕ çÆ ÜÅäÕÅðÆ çÆ êó·åÅñ Õðé ñÂÆ
ÕÂÆ âÅÇÂðËÕàðÆ Ã¶òÅò» çÆ òðå¯º Õðé çÆ Ã¹ÇòèÅ î¹Ô¼ÂÆÁÅ ÕðòÅÀ°ºçÆÁ» Ôé ÇÕ ÕÆ ÕÅñ Õðé òÅñÅ
×ÅÔÕ Õ³êéÆ çÅ ê¹ðÅäÅ ×ÅÔÕ ÔËÍíÇðÁÅ Ç×ÁÅ ê¯Ãàñ Õ¯â ê¹ðÅä¶ ×ÅÔÕ ìÅð¶ ÜÅäÕÅðÆ çÅ ÇîñÅä
ÕðçÅ ÔËÍ
Ü¶Õð ×ÅÔÕ éò» ÔË å» À°ÃçÆ ÜÅäÕÅðÆ ù íÇò¼Ö Çò¼Ú òðå¯º ñÂÆ Ã³íÅñ Õ¶ ð¼ÇÖÁÅ ÜÅò¶×Å Í ÂÆ-î¶ñ
ÁËµâðËµÃ ù Ã¹ÇéôÇÚå Õð¯: ÁÅðâð çÆ ê¹ôàÆ Áå¶ À°åêÅç çÆ ÜÅäÕÅðÆ ×ÅÔÕ ç¶ êå¶ À°µå¶ í¶ÜÆ Ü»çÆ
ÔËÍ Ü¶Õð ÂÆ-î¶ñ ×ÅÔÕ  Õ¯ñ ÇâñÆòð ÕÆå¶ ÇìéÅ ÔÆ òÅêÃ ÁÅ ÜÅò¶ å» ÇÂÃçÅ îåñì ÔË ÇÕ ÂÆ-î¶ñ
êå¶ Çò¼Ú Õ¯ÂÆ ×ñåÆ ÔË å¶ ×ÅÔÕ ç¹ÁÅðÅ î¹Ô¼ÂÆÁÅ ÕðòÅÂÆ ×ÂÆ ÜÅäÕÅðÆ ÃÔÆ éÔÆº ÔËÍ ìÔ°å ÔÆ Ø¼à
×ÅÔÕ ×ñå ÂÆî¶ñ ÁËâðËµÃ çÆ ÜÅäÕÅðÆ Çç³ç¶ Ôé ÇÕÀ°ºÇÕ À°Ô ÚÅÔ°³ç¶ Ôé ÇÕ À°é·» ù ÁÅêä¶ ÁÅðâð
çÆ ÜÅäÕÅðÆ ÇîñçÆ ðÔ¶ Áå¶ Õ³êéÆ ç¶ éò¶º /ê¹ðÅä¶ À°åêÅç» ìÅð¶ êåÅ ñ¼×çÅ ðÔ¶Í ÃðÇòÃ ÁÅðâð
é§ìð çÆ ê¹ôàÆ Õð¯ : ×ÅÔÕ ç¶ Õ³éëðî¶ôé é§ìð, ÇîåÆ  Áå¶ ÃðÇòÃ ÁÅðâð é§ìð (À°Ô é§ìð Ü¯ ×ÅÔÕ
ù À°ç¯º î¹Ô¼ÂÆÁÅ ÕðòÅÇÂÁÅ Ç×ÁÅ ÃÆ Üç¯º À°Ãé¶ ÃðÇòÃ ÁÅðâð Çç¼åÅ ÃÆ ) çÆ ê¹ÃàÆ Õð¯Í ÕÅñ Öåî
Õð¯ : Üç¯º ×ÅÔÕ ÃÔÆ ÜÅäÕÅðÆ éÅ î¹Ô¼ÂÆÁÅ ÕðòÅÂ¶ Áå¶ Â¶Ü³à çÆ Ã³å°ôàÆ î¹åÅÇìÕ ÁÅêäÆ ÜÅäÕÅðÆ
çÆ ê¹ôàÆ éÅ Õð¶ Ü» Üç¯º Â¶Ü³à ù Õ¯ÂÆ ô¼Õ ñ¼×¶ ÇÕ Õ°Þ ×ñå ÔË å» (À°ç¯º) Â¶Ü³à ù ÕÅñ Õ¼à ç¶äÆ
ÚÅÔÆçÆ ÔËÍ
Ô°ä Ô¶á» Çç¼å¶ ×Â¶ êËðÅ×zÅø ù ÃèÅðé òÅÕ» Çò¼Ú å¯ó¯, À°çÅÔðé ñÂÆ :
éÅî çÆ ê¹ôàÆ Õð¯ : ×ÅÔÕ ç¶ êÇÔñ¶ Áå¶ ÁÅÖðÆ éÅî (À°çÅÔðé ñÂÆ : îñÕÆå ÇÃ³Ø) çÆ ê¹ôàÆ Õð¯
ÇÕÀ°ºÇÕ ÇÂÔ Ã¹ÇéôÇÚå ÕðéÅ îÔ¼åòêÈðé Ô°³çÅ ÔË ÇÕ ÕÅñ Õðé òÅñÅ ×ÅÔÕ ê¹ðÅäÅ/ Ü» éò» ×ÅÔÕ
ÔËÍ
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Üç¯º å°ÃÆº ÇÕÇðÁÅ êÈðÆ Õð ñËºç¶ Ô¯ å» ð¯ñ êñ¶Á Õðé ç¶ ñÂÆ ÁÅêä¶ ÁÇèÁÅêÕ çÆÁ» ÔçÅÇÂå» çÆ
êÅñäÅ Õð¯Í
Ô¶á» Çç¼å¶ ç¯ò¶º ÃËÕôé» ù ÇèÁÅé éÅñ êó·¯Í ò¶ðÆÇëÕ¶ôé êz¯ÃËµÃ-A ÇÂ¼Õ ÁÇÜÔÆ À°çÅÔðé ÔË Üç¯º ×ÅÔÕ
ÃÔÆ ÜÅäÕÅðÆ î¹Ô¼ÂÆÁÅ ÕðòÅÀ°ºçÅ ÔËÍ  ò¶ðÆÇëÕ¶ôé êz¯ÃËµÃ-B ÇÂ¼Õ ÁÇÜÔÆ À°çÅÔðé ÔË Üç¯º ×ÅÔÕ
ÃÔÆ  ÜÅäÕÅðÆ éÔÆº î¹Ô¼ÂÆÁÅ ÕðòÅÀ°ºçÅÍ

Verification Process -1:

Agent: Sure, I can assist you with that; however, before we continue I need to verify your
account information. Is that okay with you?

Customer: Yes.

Agent: May I have your First name and Last name?

Customer: Sure, that would be Kunal Seth.

Agent: May I please have your landline phone number and your mobile phone number?

Customer: Sure. My landline number is 011 – 123 45678, and my mobile number  is 77410
56987.

Agent:Thank you.Would you please tell me if a customer-account number was provided
to you when you bought the product?

Customer: Yes, I was given a customer-account number.

Agent: Thank you. May I please have your customer-account number, along with your
product’s model/serial number?

Customer: The service-order number is XYZ1234. The model number is ABC4567

Agent: Thank you. Just to confirm I have the right account I see that email address on the
account is Kunal.Seth@email.com, is that correct?

Customer: Yes, that’s right.

Agent:Thank you for verifying your information. I can now assist your issue.

Verification Process -2:

Agent: Sure, I can assist you with that; however, I will need to verify your information
before we continue. May I have your First and Last name?

Customer: Sure, that would be Abhaas Kapoor.

Agent: Thank you. May I please have your landline phone number and your

mobile phone number?

Customer: Sure. My landline number is 011 – 4567 19834, and my mobile number is 79139
69087.

Agent: May I have your customer-account number please, along with your service-
order number?

Customer: My customer-account number is XYZ1234, and my service-order number
MKR6789
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Agent: Thank you. May I please have your bill number?

Customer: Umm… I don’t know where I’ve put the bill. Will that be a problem?

Agent: No problem Sir. Do you have the date you bought the product?

Customer: Yes, I do have. I bought it on the 12th of August this year.
Agent: Thank you. I am going to take just a few moments to check the account here.

Customer: Sure.

Agent: Sir, I am unable to find any record of that customer-account number and the
service-order number in my systems. Could you please provide your email address and
billing address so that I may search for your account and order details?

Customer: Sure, my email address is AbhaasK@email.com and my billing address is No 15,
16th Street, Sector 17, Chandigarh – 18.

Agent: Sir, I have tried to search with the details you’ve provided; however, I’m unable
to find any related account or service-order. Is it possible that you may have registered
with a different address or email address?

Customer: I may have. I don’t remember. My documents are not with me.

Agent: In that case sir, I would like to suggest you to find the bill or customeraccount
form and call us with the correct details. We will surely assist you with your issue if you
are able to verify your details with us.

Customer: Alright, I will do that. Thank you.

Agent: Thank you for calling “Online Clothes”. This is Dalinder. Have a nice day.

Customer: Thank you.

1. Verification of Information -1

1. Verification of Information -1

Agent: Sure, I can assist you with that; however, before we continue I need

_______________________________________. ______________________?

Customer: Yes. Go ahead.

Agent: _______________________________?

Customer: Sure, that would be MaahiGor.

Agent: __________________________________________________________?

Customer: Sure. My ______________________ is xxx – xxxxxxxxx, and my

___________________ is xxxxxxxxxx.
Agent:___________.____________________________________________?

Customer: Yes. My exam roll-number is CBT345 6780.

Agent: _____________. _____________________________________?



67

Customer: It is myname@email.com

Agent:_______________________________________. I can now assist your issue.

2. Verification Process -2
Agent: Sure, I can assist you with that;
____________________________________before we continue.
________________________________?
Customer: Sure.
Agent: _________________________________?
Customer: It’s Viren Mehra.
Agent:__________.
___________________________________________________________?
Customer: Sure. My ______________________ is xxx – xxxxxxxxx, and my
_____________________ is xxxxxxxxxx.
Agent: _____________________________________, along with
_______________________?
Customer: My _____________-__________ number is XYZ1234, and my
________ is IMeMyself___themail_____.
Agent: Thank you Sir, _____ unable to find
______________________________________ in _______________.
Customer: How can that be? Please check again. I am sure it’s there.
Agent: I am Sir. Could you please ______________________________?
Customer: Sure, I live at: No. xx, xxth Street, Sector xx, Faridabad – xx.
Agent: Sir, I have tried ____________________________; however, I’m unable
to ____________________________________________.
Customer: I don’t know what to say.
Agent: Sir, I would like to suggest ______________________________________
____________________________________________. We will surely assist you
with your issue, ____________________________________________.
Customer: Alright, I will do that. Thank you.
Agent: _________for calling. Have a nice day.
Customer: Thank you.

3. Verification of Information -3
Agent: Sure, I can assist you with that; however, before we continue I need to
_____________________________________________.
________________________?
Customer: Yes. What do you need?
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Agent: ___________________________________________?
Customer: Sure, that would be Jagpreet Anand.
Agent: __________________________________________________________?
Customer: Sure. My ______________________ is xxx – xxxxxxxxx, and my
___________________ is xxxxxxxxxx.
Agent:___________.____________________________________________?
Customer: Yes, I have a customer-account number.
Agent: Thank you.
____________________________________________________?
Customer: My ___________________________ is xxx xxxx.
Agent: __________________________________?
Customer: I got it on the 5th of Sept, 2012.
Agent: _____________. _____________________________________?
Customer: My email-id is, Myself@email.com
Agent:_______________________________________. I can now assist your issue.

Ü¯ó¶ ìäÅú Í Â¶Ü³à ñÂÆ ò¶ðÆÇëÕ¶ôé êzôé ìäÅú Áå¶ ×ÅÔÕ ñÂÆ ÃÔÆ Ü°ÁÅì òÅÃå¶ ÖÅñÆ ÃæÅé íð¯
Í å°ÃÆº ÇêÛñ¶ ÃËÕôé Çò¼Ú¯º ÇÂéê¹à ñË ÃÕç¶ Ô¯Í

ÁÇíÁÅÃ B : ÁðæíðêÈð òÅÕ ìäÅÀ°ä¶Í

à¶â¶ (Italicized) ÕÆå¶ Ô¯Â¶ ôìç» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×Åú å» Ü¯ òÅÕ» çÅ Õ¯ÂÆ Áðæ ÇéÕñ¶:
1. When do we verifying start information the?
2. We have him for bought phone a.
3. Clean computers longer attractive and last look.
4. Phones should be weeks in cleaned two once.
5. Even if you wipe won’t if properly, you neat don’t them the room the furniture, look arrange.
6. When in doubt, the instructions follow always.
î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶
ÁÅúÍ

î¹ñ»Õä :
ÔçÅÇÂå: Ô¶á» Çç¼å¶ òÅÕ» Çò¼Ú ôìç» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×Åú å» Ü¯ ÇÂÔé» çÅ Õ¯ÂÆ
Áðæ ìä ÜÅò¶ :
À°çÅÔðé ñÂÆ :
 the laptop. am carrying I
Ans: I am carrying the laptop.
1. from the shop. damaged the good returned The customer he bought
2. name of opening has address and Before be customer the account, a verified. bank to
3. customers their organizations always Big to keep try happy.
4. mobile a from bought store. I online phone an
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5. airline internet. booked they my on I ticket
6. everyday have important part Computers of life. an become

7. favorite is of sports. one my Football
8. industry. lots Today, the there joining of our youngsters IT
9. software homework. wish was there my that I computer all do could
10.most The love science. that computer I subject is
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ÃËôé 12: ×ÅÔÕ ù ë¯é ç¶ ðÅÔÆº Çéðç¶ô ç¶ä¶ (Directing a Customer
Over the Phone)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

å°ÃÆº Ô¶á» Çç¼åÆ ×ÂÆ åÃòÆð å¯º ÜðÈð ÜÅäÈ Ô¯ä¶ ÚÅÔÆç¶ Ô¯Í åÃòÆð B Áå¶ C  Çò¼Ú Ôð ÚÆ÷ ìÅð¶
ç¼ÇÃÁÅ Ç×ÁÅ ÔËÍ ×ÅÔÕ Áå¶ ×ÅÔÕ Ã¶òÅ é°îÅÇÂ³ç¶ (CSR) çÅ ð¯ñ êñ¶Á Õðé ñÂÆ ÁÅêä¶ ÇÂ³ÃàðÕàð
ç¹ÁÅðÅ Çç¼åÆÁ» ×ÂÆÁ» ÔçÅÇÂå» ù ÇèÁÅé éÅñ Ã¹ä¯Í

åÃòÆð-A âËÃÕàÅê

åÃòÆð-B
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åÃòÆð -C
 ð¯ñ êñ¶Á A (Role Play 1) :

CSR ç¶ Õ³ÇêÀ±àð å¶ ×ÅÔÕ  âËÃÕàÅê ÇçÖÅÀ°ä ñÂÆ ÕÇÔ³çÅ ÔËÍ CSR ì¯ñ Õ¶ Áå¶ Ã³Õ¶å» ðÅÔÆº ÇÂÃ
×¼ñ çÅ êÅñä ÕðçÅ ÔËÍ
 ð¯ñ êñ¶Á B (Role Play 2) :

×ÅÔÕ ê¹¼ÛçÅ ÔË ÇÕ àÅÃÕìÅð ÇÕ¼æ¶ é÷ð ÁÅÀ°ºçÆ ÔËÍ CSR ì¯ñ Õ¶ Áå¶ Ã³Õ¶å» ç¶ éÅñ ÇÂÃ ×¼ñ çÅ
êÅñä ÕðçÅ ÔËÍ
 ð¯ñ êñ¶Á C (Role Play 3) :

×ÅÔÕ ê¹¼ÛçÅ ÔË ÇÕ âÅÕÈîËºà ù ÇÕò¶º ì³ç ÕÆåÅ Ü»çÅ ÔËÍ CSR ì¯ñ Õ¶ Áå¶ Ã³Õ¶å» ç¶ éÅñ ÇÂÃ ×¼ñ çÅ
êÅñä ÕðçÅ ÔËÍ
 ð¯ñ êñ¶Á D (Role Play 4) :

×ÅÔÕ ê¹¼ÛçÅ ÔË ÇÕ ÃàÅðà ìàé ÇÕ¼æ¶ ÔË? CSR ì¯ñ Õ¶ Áå¶ Ã³Õ¶å» ç¶ éÅñ ÇÂÃ ×¼ñ çÅ êÅñä ÕðçÅ
ÔËÍ

ÁÇíÁÅÃ A: ×ÅÔÕ ù Çéðç¶ô ç¶ä¶ (Directing  a Customer)
åÃòÆð D Áå¶ E çÆ òðå¯º ÕðÕ¶ ÖÅñÆ æÅò» Çò¼Ú ã°¼Õò¶º Ü°ÁÅì íð¯ :
Ãî¼ÇÃÁÅ :
ë¯é, îÆù ÃÕðÆé À°µå¶  ÜÅî Ô¯ Ç×ÁÅ ÔËÍ ÒÒ”Phone is frozen on the menu screenÓÓ
Customer: My phone is frozen on the menu screen. I can navigate around. I’ve tried to make a call,
but there is a message saying that there isn’t any service. It didn’t switch off for a long time either! Can
you please help me?

CSR:

Customer: What kind of information do you need ?

CSR: I will need the _____________ and _________ of your  phone please.
Customer: I have a TracFone, but I don’t have the paperwork, so I’m not sure
of the model.

CSR:

Customer: I think it’s  LG220

CSR: Okay, thank you! Could you please tell me_____________________
switched off?

Customer: Yes. Do you know what the matter is with it?

CSR: From what you’ve described, the phone it seems needs to restart, so let’s try and force a
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restart, shall we?

Customer: Okay. Is it a big problem?
CSR: Not really. This is usually just a tiny issue that can be cleared up quickly.

         Please try this and let me know the results.

    · Remove the battery and wait a few seconds, then reinsert the battery.

    · Then hold the power button for 30 seconds

    · Allow the phone to restart and it should be ready for use again.

Customer: I’ve never taken the back off, and I don’t want to ruin the phone, so can you help me with
                   that?

CSR: No issues! I will guide you through a set of ______________ to remove the battery. Will that
          be okay?

Customer: Yes, absolutely!

CSR: Okay. Kindly perform the following steps, as I call out the instructions:

åÃòÆð-D
· Please _________________________________________________ (1) on  the back of

your phone, _________________________________ (2).
· Lift _______________ (1) and away (2) from ________________.

åÃòÆð-E
To replace the battery:
   · To reinstall the battery, arrange the battery contacts (1) with those in the battery compartment.
       Press the _______________ until it clicks into place (2).



73

  · With the battery in position in the phone, ____________________ on the back of your phone
      so that it fits.

Customer: Mission accomplished! Thank you!

CSR: I hope everything is working well with your phone now. Please let me  know if there is anything
else, I can be of any assistance with. I will be glad to answer any follow up questions you may have.

Customer: No. Everything’s working just fine. Thank you, once again!

CSR:_________________________________

ÁÇíÁÅÃ B: îÅâñ÷ (Modals)

ÃÔÆ îÅâñ ù Ú¹ä¯ Áå¶ ÖÅñÆ ÃæÅé Çò¼Ú íð¯ :
1.  ___________ you like me to show you the way? (Could, Should, Would)

2.  I _______ check and let you know if we have this shirt in size XL. (will, shall, can)

3.  _________ I help you? (Can, May, Might)

4.  I ___________ take you there if you like. (will, could, should)

5.  You _________ try our new arrivals here. (could, would, will)

6.  Turn left and walk straight down – you ________ be able to find the Customer Care desk there.
    (could, can, should)

  · Çç¼å¶ ×Â¶ îÅâñ÷ éÅñ ÇÂ¼Õ-ÇÂ¼Õ òÅÕ ìäÅú : might, could, should, shall, can, will, would, may

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ ç¶ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ç¶ ñÂÆ ñË
Õ¶ ÁÅúÍ

î¹ñ»Õä
ÇÂÃ ù êó·¯ :
Has/Have to - Used to express something that is certain or necessary.

The singer has to be Smriti from our class.

We have to get there by seven.

Ought to - Used to express an obligation or something that is probable.

The Indian team ought to win the match.

We ought to let them know when we are arriving.

Had better - Used to express warning, recommendation, or hope.

You had better complete your essay before Monday.

You had better take your raincoat today.

You had better be right about the car coming to get us.
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ÔçÅÇÂå: Ô¶á» Ã¶ñ÷îËé Áå¶ ×ÅÔÕ ç¶ ÇòÚÕÅð ×¼ñìÅå  Çç¼åÆ ×ÂÆ ÔËÍ ã°¼Õò¶º îÅâñ÷
éÅñ ÖÅñÆ æÅò» íð¯Í
Salesman: Hello ma’am! How _____________ (may / will) I help you?

Customer: Well, I wanted to buy a gift for my daughter.

_____________(Should / Could) you direct me to the kid’s section?

Salesman: Sure, ma’am! Please follow me. It’s right here. Are you looking for something specific?

Customer: I’m not sure! _____________ (Would / Can) you help me find a good gift for her? She
is just six years old.

Salesman: In that case, you _____________ (should / will) take a look at our gifts section here…this
section is especially for girls. You _____________

(must / can) choose from a variety of gifts here. How about this pair of earrings here?

Customer: Well, I was thinking of educational gifts…you know…the ones that help children learn
even as they play.

Salesman: Such gifts are very popular these days. They are on that shelf near the counter. These
wooden blocks are specially recommended by

teachers…You _____________ (will / must) buy these.

Customer: Well, this is exactly what I was looking for.

Salesman: _____________ (Should / Would) you like this gift to be giftwrapped ma’am

Customer: Yes, please. And I _____________ (must / would) like to take a look at the women’s
section also. Is it on the same floor?

Salesman: No  ma’am, it’s on the second floor. You _____________ (will/could) take the elevator
to go there.

Customer: Oh! I _____________ (have to / would) buy some stuff for the birthday party also.
Where is the grocery section?

Salesman: It’s on the ground floor.

Customer: Thanks!

Salesman: Is there anything else I _____________ (will / can) help you with?

Customer: No, thanks! You have been a great help!
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ÃËôé 13: ×°¼Ã¶ òÅñ¶ ×ÅÔÕ ù Ã³íÅñäÅ (Handling an ANGRY
Customer)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ANGRY: annoyed, irate, enraged, furious and irritated.

Read aloud the situation given below:

1. How would you feel, if you were the customer, in the above situation?

    Would you feel “nice”, “upset”, “pleasant”, “irritated”, “unconcerned”, “cheated”, “happy”
   or “angry” OR would you feel “angry”, “cheated”,”upset”, “irritated”, etc.

2. How would you speak to the company’s customer service representative in such a situation?

    Would you speak “nicely”, “pleasantly”, “indifferently”, “happily” or “angrily”?

3. What should be the lesson the company should learn from this situation?

    Write your answer.

_________________________________________________________________

_________________________________________________________________

_________________________________________________________________

_________________________________________________________________

ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ÕËðÆÁð ç¶ Çò¼Ú Õ¯ÂÆ éÅ Õ¯ÂÆ ×°¼Ã¶ òÅñÅ ×ÅÔÕ ÁÅÀ°ºçÅ ÔÆ ÔËÍ ÇÂÔ¯
ÇÜÔ¶ ×ÅÔÕ ×¼ñìÅå ñÂÆ ÇìñÕ°ñ òÆ Ü×·» éÔÆº Û¼âç¶Í ÇÂÔ¯ ÇÜÔ¶ Ãî¶º Üç¯º ×ÅÔÕ ìÔ°å ÇÜÁÅçÅ ×°¼Ã¶
Çò¼Ú Ô¯ò¶ å» ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò Õ°Þ éÔÆº Õð ÃÕçÅ Í ×ÅÔÕ ç¶ ×°¼Ã¶ Ô¯ä çÅ ÕÅðé ÃÔÆ Ü»
×ñå òÆ Ô¯ ÃÕçÅ ÔËÍ
Üç¯º ×ÅÔÕ ÇÚ³åå é÷ð ÁÅò¶ å» ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ù À°ç¯º ×ÅÔÕ çÅ ÇòôòÅô ç¹ìÅðÅ
êzÅêå Õðé ñÂÆ Ô¹ÇôÁÅðÆ éÅñ Õ³î Õðé çÆ ñ¯ó Ô°³çÆ ÔËÍ
ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ×°¼Ã¶ òÅñ¶ ×ÅÔÕ» éÅñ ×¼ñìÅå Çò¼Ú î¹ÔÅðå ÔÅÃñ Õðé ñÂÆ Ô¶á»
Çç¼åÆ ×ÂÆ àËÕéÆÕ çÆ òðå¯º ÕðçÅ ÔË Í

A customer purchased a new mobile phone from a reputable cell phone provider. Three months
later, the phone started to malfunction and the customer sent the phone back to the company for
service. The company stated that they would not replace the phone because it showed signs of
rust on the battery. The customer informed the company that the phone had not been exposed to
water; however, all of the customers’ calls to the company’s customer service department, were
met with the ridiculous excuse that the rust was due to the phone’s normal exposure to air – so the

company was not responsible, and therefore they would not replace it or fix the problem free of
charge!”
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ô»å ðÔ¯ (Remain calm): Üç¯º å°ÃÆº ÇÂ¼Õ ×°¼Ã¶ òÅñ¶ ×ÅÔÕ éÅñ ×¼ñ Õð ðÔ¶ Ô¯ å» Ôî¶ôÅ ô»å ðÔ¯
Áå¶ èÆðÜ éÅñ ×¼ñ Õð¯Í ÇÂÔ îÇÔÃÈÃ Õð¯ ÇÕ Ü¯ ×°¼ÃÅ ×ÅÔÕ å°ÔÅâ¶ éÅñ ÇçÖÅ ÇðÔÅ ÔË À°Ô å°ÔÅâ¶
éÅñ Çé¼ÜÆ éÔÆº Ã×¯º Õ³êéÆ ç¶ ÇÕÃ¶ À°åêÅç ÕðÕ¶ ÔËÍ ÇÂÃ ñÂÆ íÅòéÅò» éÅñ Ü°ÁÅì éÅ ç¶ò¯Í Ü¶Õð
å°ÃÆº ×°¼Ã¶ òÅñ¶ ×ÅÔÕ  éÅñ ×°¼Ã¶ Çò¼Ú ÔÆ ×¼ñ Õð¯×¶ åÅ À°Ô ô»å Ô¯ä æ» å°ÔÅâ¶ éÅñ Ô¯ð Ç÷ÁÅçÅ ×°¼Ã¶
Çò¼Ú ×¼ñ Õð¶×ÅÍ ÇÂÔ¯ ÇÜÔ¶ Ãî¶º ò¼â¶ ò¼â¶ ÃÅÔ ñò¯ Áå¶ ì¯ñä ñÂÆ ÁÅêäÆ òÅðÆ çÆ À°âÆÕ Õð¯Í
Çî¼åðåÅêÈðòÕ ×¼ñ Õð¯ Áå¶ ÇÂÔ¯ ÇÜÔ¶ Ãî¶º ô»å ðÔ¯Í
Ã¹ä¯ (Listen) : Çìé» ÇÕÃ¶ ð¹ÕÅòà å¯º ô»åÆ éÅñ Ã¹ä¯ ÇÕ ×ÅÔÕ ÕÆ ÕÇÔäÅ ÚÅÔ°³çÅ ÔËÍ ÇÂÕ ÇÚ³åå Ü»
×°¼Ã¶ òÅñ¶ ×ÅÔÕ ù Çìé» Õ°Þ ì¯ÇñÁ» Ã¹äéÅ, À°ÃçÆ Ãî¼ÃÁÅ ù Ø¼à ÕðéÅ Á¼èÅ Õ³î ÔË ÇÜÃ ç¹ÁÅðÅ
×ÅÔÕ éÅñ ÇòòÔÅð ÕðéÅ ÇÂÕ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò  ñÂÆ ÁÃÅé Ô¯ Ü»çÅ ÔËÍ
îÅëÆ î³×äÅ (Apologize) : Õ³êéÆ çÅ é°îÅÇÂ³çÅ Ô¯ä ç¶ éÅå¶ Ü¶Õð ×ÅÔÕ ù å°ÔÅâ¶ ÇÕÃ¶ À°åêÅç å¯º
Õ¯ÂÆ êz¶ôÅéÆ ÁÅÂÆ ÔË å» å°ÃÆº À°Ã å¯º îÅëÆ î³× ÃÕç¶ Ô¯Í
À°çÅÔðé ç¶ ñÂÆ :
        · “I apologize that (specify the issue) happened”

        · “I am sorry you ran into that issue”

        · “You are right; it is our error; and I apologize”

        ·  “I’m sorry your expectations weren’t met. Let’s focus on finding a solution

             that will make you happy.”

ÇòÁÅÇÖÁÅ Õð¯: ×ÅÔÕ çÆ Ãî¼ÇÃÁÅ çÆ ç¹ìÅðÅ ÁÅêä¶ ôìç» Çò¼Ú ÇòÁÅÇÖÁÅ Õð¯ å» Ü¯ ×ÅÔÕ ù
ÇÂÔ ÁÇÔÃÅÃ Ô¯ ÜÅò¶ ÇÕ å°ÃÆº À°ÃçÆ Ãî¼ÇÃÁÅ ù ÃîÞ Ú¹¼Õ¶ Ô¯Í  Ü¶Õð ×ÅÔÕ ù ÇÂÔ ïÕÆé Ô¯ Ü»çÅ ÔË
ÇÕ å°ÃÆº À°Ã çÆ Ãî¼ÇÃÁÅ ù ÃîÞ Ú¹¼Õ¶ Ô¯ å» À°Ô ô»å ðÇÔä çÆ Õ¯Çôô ÕðçÅ/ÕðçÆ ÔËÍ
ÇÕÃ¶ çÈÜ¶ çÆ åÕñÆë ù ÃîÞä ñÂÆ À°Ã éÅñ ÔîçðçÆ ÷ÅÔð Õð¯ (Be empathetic; to
identify with and understand someone else’s situation) : ÇÕÃ¶ ×°¼Ã¶ òÅñ¶ ×ÅÔÕ éÅñ ÇòòÔÅð
Õðç¶ Ãî¶º ÇÂÔ îÔ¼åòêÈðé ìä Ü»çÅ ÔË ÇÕ À°Ã éÅñ ÔîçðçÆ ÷ÅÔð ÕÆåÆ ÜÅò¶Í ïÅç ð¼Ö¯ ×ÅÔÕ
ÚÅÔ°³ç¶ Ôé ÇÕ À°Ôé» çÆ ×¼ñ ù ÇèÁÅé éÅñ Ã¹ÇäÁÅ ÜÅò¶Í ×ÅÔÕ ù ÃîÞä çÅ Ãí å¯º òèÆÁÅ åðÆÕÅ
ÇÂÔ ÔË ÇÕ À°Ã çÆ ×¼ñ ù ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ ÃîÞ¯Í
å°ÃÆº ×ÅÔÕ ù ÇÂÔ ÃîÞÅÀ°ä çÅ ïåé Õð ðÔ¶ Ô¯ ÇÕ å°ÃÆº Çìé» ÇÕÃ¶ Ç÷ÁÅçÅ ×¼ñ» å¯º À°ÃçÆ ×¼ñ ÃîÞ
Ú¹¼Õ¶ Ô¯ ÇÜò¶º ÇÕ :
   · “You’re right, it can be frustrating to read and fill out all of this paperwork”

   · “I understand how frustrating writing this down must be.”

Á³çð¯º íÅò¶º å°ÃÆº ÇÜò¶º îðÜÆ çÅ îÇÔÃÈÃ Õðç¶ Ô¯ò¯ êð ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ù ×ÅÔÕ éÅñ
Ôî¶ôÅ ÇòôòÅô éÅñ å¶ ÃÇÔÜåÅ éÅñ ×¼ñ ÕðéÆ ÚÅÔÆçÆ ÔËÍ ÇÂÃ éÅñ ×ÅÔÕ ù ÇÂÔ ïÕÆé Ô¯ Ü»çÅ ÔË
ÇÕ å°ÔÅâÆ Ãî¼ÇÃÁÅ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ç¶ Õ³àð¯ñ  Çò¼Ú ÔË Áå¶ å°ÃÆº ÇÂ¼Õ ×°¼Ã¶ òÅñ¶ ×ÅÔÕ
ù Ã³íÅñä çÅ Ú³×Å å÷ðìÅ ð¼Öç¶ Ô¯ Áå¶ å°ÃÆº ×ÅÔÕ çÆ Ãî¼ÇÃÁÅ çÅ ôÅÇÂç Ô¼ñ ñ¼í ÃÕç¶ Ô¯Í

ÔÅñÅå ù Ã¹èÅðé çÆ Õ¯Çôô Õð¯:
Ãî¼ÇÃÁÅ çÅ Ô¼ñ Õð¯ –
· Ãî¼ÇÃÁÅ çÅ ÇÂÔ¯ ÇÜÔÅ Ô¼ñ Ççú ÇÕ ÇÜÃ éÅñ ×ÅÔÕ Ö¹ô Ô¯ ÜÅò¶Í
· ÖÅÃ ×ÅÔÕ ç¶ ñÂÆ Ãî¼ÇÃÁÅ ù áÆÕ Õð¯ Áå¶ íÇò¼Ö Çò¼Ú òðå¶ ÜÅä òÅñ¶ îÅêç³â ù ò¶Ö¯Í



77

   · ×ÅÔÕ ù ç¹ìÅðÅ ïÕÆé ÇçòÅÀ°äÅ ÃÔÆ Ô¯ò¶×Å ÇÕ Ü¶Õð Çëð Õ¯ÂÆ î¹ôÇÕñ ÁÅÀ°ºçÆ ÔË å» å°ÃÆº
     À°ÃçÆ ÃÔÅÇÂåÅ ç¶ ñÂÆ À°êñ¼ìè ðÔ¯×¶Í
   · Ü¯ ØàéÅ ØàÆ ÔË À°ÃçÅ òðäé Õð¯ –
   ·  Ãî¼ÇÃÁÅ Áå¶ À°Ãç¶ Ô¼ñ ù ç¹ÔðÅúÍ
   ·  Ãî¼ÇÃÁÅ Áå¶ À°Ãç¶ Ô¼ñ ñÂÆ å°ÃÆº Ü¯ òÆ ìçñÅò ÕÆå¶ Ôé À°Ôé» ù ç¹ÔðÅú å» Ü¯ ×°¼Ã¶ Ô¯Â¶ ×ÅÔÕ
     ù êåÅ ñ¼× ÜÅò¶ ÇÕ ÁÃñ ç¶ Çò¼Ú ÕÆ ÕÆåÅ Ç×ÁÅ ÔËÍ
Õ³î Ãì³èÆ Á×ñ¶ðÆ ÕÅðòÅÂÆ ÕðéÅ (Follow up) : ×ÅÔÕ À°µå¶ ÇÂ¼Õ ÃÔÆ êzíÅò êÅÀ°ä ç¶
ñÂÆ Üç¯º Ãî¼ÇÃÁÅ Ô¼ñ Ô¯ Ü»çÆ ÔË å» À°Ã å¯º ìÅÁç ×ÅÔÕ ù ÇÂ¼Õ òèÆÁÅ Ã³ç¶ô ç¶ Õ¶ ÇÂÔ ïÕÆé
ç¹ÁÅú ÇÕ å°ÃÆº Ôð ×ÅÔÕ çÅ ÇèÁÅé ð¼Öç¶ Ô¯Í Üç¯º ×ÅÔÕ çÅ ×°¼ÃÅ Öåî Ô¯ Ü»çÅ ÔË Áå¶ Ãî¼ÇÃÁÅ
çÅ Ô¼ñ  Ô¯ Ü»çÅ ÔË å» ÇÂÔ ë¯ñ¯-Áê òèÆÁÅ ×ÅÔÕ» ù ç¹ìÅðÅ Õ³êéÆ ç¶ éÅñ ìäÅÂÆ ð¼Öä Áå¶ Õ°Þ
Ô¯ð éò¶º ×ÅÔÕ ìäÅÀ°ä ç¶ Çò¼Ú ÃÔÅÂÆ Ô¯ò¶×ÅÍ
×ÅÔÕ çÅ è³éòÅç Õð¯ (Thank the customer) : ÁÅêäÆ Ãî¼ÇÃÁÅ ç¼Ãä Áå¶ ÁÅêäÅ Ãî» ç¶ä ç¶
ñÂÆ ×ÅÔÕ çÅ è³éòÅç Õð¯Í ×ÅÔÕ ù ç¼Ã¯ ÇÕ À°Ãé¶ Õ³êéÆ ñÂÆ ÇÂÕ À°êÕÅð ÕÆåÅ ÔË ÇÜÃ éÅñ Ô¯ð
×ÅÔÕ» ù òÆ ÃÔÅÇÂåÅ Çîñ¶×Æ Ü¯ ÇÕ ÇÂÔ¯ ÇÜÔÆ Ãî¼ÇÃÁÅ ç¶ éÅñ ÜÈÞ ðÔ¶ ÔéÍ
êzíÅòôÅñÆ åðÆÕ¶ éÅñ ×ÅÔÕ çÅ è³éòÅç Õð¯ (End the call on a high-note): ÇÂÔ¯
ÇÜÔÆÁ» ÕÅñ» ù ×ÅÔÕ çÅ è³éòÅç ÕðÕ¶ Õ¼à¯ Áå¶ À°é·» ù ÕÔ¯ ÇÕ å°ÃÆº À°é·» ç¶ ëÆâìËÕ çÆ å¶ À°é·»
çÆ Õçð Õðç¶ Ô¯Â¶ ×ÅÔÕ çÆ êzô³ôÅ Õðç¶ Ô¯ Áå¶ å°ÃÆº ×ÅÔÕ çÆ Ã¶òÅ ñÂÆ Ôð Ã³íò åðÆÕ¶ éÅñ
Ôî¶ôÅ Á¼×¶ ÁÅÀ°ä ñÂÆ ÇåÁÅð Ô¯ Í
Ô°ä Ô¶á» Çç¼å¶ Ççzô ù êó·¯Í Ü¶Õð å°ÃÆº ×ÅÔÕ Ô°³ç¶ å» å°ÃÆº ÕÃàîð ÃðÇòÃ ÇðêzË÷Ëºà¶Çàò ç¶ Õ¯ñ¯º ÕÆ
Ã¹äéÅ ÚÅÔ°³ç¶?
Ü¶Õð å°ÃÆº ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò Ô°³ç¶ å» å°ÃÆº ÔÅñÅå» éÅñ ÇÕò¶º éÇÜ¼áç¶?
å°ÃÆº ÁÅêäÆ é¯à ì¹¼Õ Çò¼Ú ÁÅêäÅ Ü°ÁÅì ÇñÖä ñÂÆ À°µêð Çç¼å¶ Ô¯Â¶ Ã³Õ¶å» çÆ òðå¯º Õð ÃÕç¶ Ô¯:

ÒÒ ÇÂ¼Õ ×ÅÔÕ é¶ ÇÂ¼Õ êzÇÃ¼è Õ³ÇêÀ±àð ìäÅÀ°ä òÅñÆ Õ³êéÆ  Õ¯ñ¯º ÇÂ¼Õ éò» ñËêàÅê ÖðÆÇçÁÅÍ
Õ°Þ îÔÆé¶ ìÅÁç ñËêàÅê Çò¼Ú Õ°Þ Ãî¼ÇÃÁÅ ÁÅ Ü»çÆ ÔË Áå¶ ×ÅÔÕ ÚÅÔ°³çÅ ÔË ÇÕ Õ³êéÆ À°ÃçÅ
ñËêàÅê ìçñ Õ¶ ç¶ò¶ Ü» Çëð î¹ëå Çò¼Ú ÇÂÃ ñËêàÅê çÆ î¹ð³îå Õð¶Í
Õ³êéÆ ÕÇÔ³çÆ ÔË ÇÕ ÇÂÔ ÃÅâÆ Ç÷³î¶òÅðÆ éÔÆº ÔË Áå¶ ÁÃÆº ÇÂÃ ñËêàÅê ù éÔÆº ìçñ»×¶ ÇÕÀ°ºÇÕ
ÇÂÃ ç¶ Çò¼Ú êÅäÆ êË ÜÅä ÕÅðä ÇÂÃç¶ Õ°Þ ÇÔ¼ÇÃÁ» Çò¼Ú ôÅðà ÃðÕà ç¶ ÇéôÅé î½÷Èç ÔéÍ
×ÅÔÕ Õ³êéÆ ù ÕÇÔ³çÅ ÔË ÇÕ ñËêàÅê  À°µå¶ Õç¶ òÆ êÅäÆ éÔÆº ÇêÁÅÍ Çëð òÆ ÃÅð¶ ×ÅÔÕ Õ³êéÆ
ç¶ ÕÃàîð ÃðÇòÃ ÇâêÅðàîËºà Çò¼Ú ÕÅñ Õðç¶ Ôé å¶ ÇÂ¼Õ å¯º ìÅÁç çÈÜÅ ìÔÅéÅ ìäÅÀ°ºç¶ ÔéÍ
ÇÂÃ ç¶ éåÆÜ¶ òÜ¯º ×ÅÔÕ ìÔ°å ×°¼Ã¶ Çò¼Ú ÁÅ Ü»çÅ ÔËÍ ÓÓ

ÁÇíÁÅÃ A: ×°¼Ã¶ òÅñ¶ ×ÅÔÕ ù Ã³íÅñäÅ
Ô¶á» Çç¼åÆÁ» ÁÅêôé» Çò¼Ú¯º ÖÅñÆ æÅò» íð¯ å» Ü¯ ×ÅÔÕ Áå¶ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ç¶
ÇòÚÕÅð ×¼ñìÅå êÈðÆ Ô¯ ÃÕ¶Í
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· As I understand, the music system installed in your laptop is not functioning properly. Am I
   correct?

· I am so sorry for your inconvenience,  Ma’am. May I please have a moment to check your
   records?

·  Thank you for your patience, Ma’am.

·  I understand you’d like your laptop replaced, would that be correct?

·  I really wish I could Ma’am; however, company policy wouldn’t allow me to do that. What
    I can do, however, is (I can) replace your loptop’s music.

·  system with a brand new one! Would that be okay with you? · How can I help you, Ma’am?

·  So I can better serve you, and get started on solving the issue,

·  Could you please tell me what is the issue you’re facing Ma’am?

·  Ma’am, please let me assure you that I am here to assist you in finding a solution to the issue
    you’re facing right away. Will that be okay with you?

·  Thank you Ma’am. Would you please tell me when you bought the laptop?

·  Thank you, Ma’am. We really appreciate you bringing the issue to our notice. It was a
    pleasure serving you.

CSR: _______________________________________________________________?

Customer: I want a replacement for this laptop, and I want it now!

CSR: _______________________________________________________________?

Customer: Yes.

CSR: _______________________________________________________________?

Customer: The stereo is not working!

CSR: _______________________________________________________________?

Customer: Yes!

CSR: ________________________________________________________________

____________________________________________________________________?

Customer: Yes, I guess so.

CSR: _______________________________________________________________?

Customer: I bought it eight months ago, and it’s been giving me an issue for the past four
months! This is the fifth time I’m calling you people!

CSR: _______________________________________________________________?

Customer: Why?

CSR: _______________________________________________________________.

Customer: Ok, fine!
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CSR: ________________________________________________________________

Customer: So, will you be replacing my laptop with a new one, for free?

CSR: ________________________________________________________________

____________________________________________________________________.

Customer: Oh, absolutely! That will be great! Thank you so much!

CSR: ________________________________________________________________

ÁÇíÁÅÃ B: Ã³êÈðé òðåîÅé òÅÕ (Present Perfect Tense)
ÃÔÆ ÁÅêôé ù Ú¹ä¯ :
1. I am afraid we can’t do that.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

2. I had bought it eight months before.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

3. We have to follow our company’s policy.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

4. I have brought the bill with me.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

5. We had replaced your mobile phone’s battery.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

6. We have fixed your laptop’s stereo.

(a) Present Perfect Tense (b) Past Perfect Tense(c) Neither

7. The warranty period has got over.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

8. I had already complained before.

(a) Present Perfect Tense (b) Past Perfect Tense (c) Neither

î¹ñ»Õä
ÇÂÃ ù êó·¯  :
òðåîÅé Ã³êÈðé òÅÕ (Present Perfect Tense)
1.  I have had enough of those chocolate cakes.

2.  She has marked the chapter.

3.  You have done nothing to make her happy.
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Ã³êÈðé í±å ÕÅñ (Past Perfect Tense)
1. I had had enough of those chocolate cakes.

2. She had marked the chapter.

3. You had done nothing to make her happy.

ÔçÅÇÂå : Ã³êÈðé (Present and past Perfect form) ìäÅÀ°ä ç¶ ñÂÆ ÖÅñÆ æÅò» íðé òÅÃå¶ ìðËÕà»
Çò¼Ú Çç¼åÆ ×ÂÆ ÃÔÆ ÇÕÇðÁÅ çÆ òðå¯º Õð¯Í
1. One of the most difficult customers I_____________ (face) is Mrs. Anju Mukherjee.

2. Neither I nor Tara were able to handle this lady’s complaints about the mobile phone she
______________ (buy) last week.

3. Naresh ________________ (check) her mobile phone and found out the problem.

4. His friendly nature, along with his sound technical knowledge, ______________ (prove)    proved
useful in handling this difficult customer.

5. The problem that none of us was able to solve for so long, _____________  (solve) in only a few
minutes by him!

6. I _______________ (come) across many difficult customers in my life, but none has been as bad
as Mr. Gupta.

7. He _____________ (order) for a toaster, and after I ____________ (make) the bill, he called
and cancelled it.

8. I had to politely remind him, as I ____________ (remind) him twice before, that he could not
cancel his order after the bill was made.
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Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃîÆÇÖÁÅ ÃËôé D:

ÇÂÃ ÃËôé çÅ À°ç¶ô êó·¶ ×Â¶ ÃËôé AA, AB Áå¶ AC  ìÅð¶ å°ÔÅâÆ ÜÅäÕÅðÆ çÅ î¹ñ»Õä ÕðéÅ ÔËÍ
ã³× : ÃîÆÇÖÁÅ çÅ î¹ñ»Õä êzôé» Áå¶ À°µåð» À°µå¶ ð¯ñ êñ¶Á å¶ ÁèÅÇðå Ô¯ò¶×ÅÍ À°µåð» çÅ
î¹ñ»Õä Õ³àËºà, êzÃ³×, ÇòÁÅÕðé, òÅÕ ìäåð Áå¶ ôìçÅòñÆ å¶ ÁèÅÇðå Ô¯ò¶×Å Ü¯ ÇÕ ÃËôé Çò¼Ú
ôÅîñ ÕÆå¶ Ô¯Â¶ ÔéÍ
ÇòèÆ : Ôð¶Õ ÃËôé ñÂÆ ÇÂ¼Õ ÃîÆÇÖÁÅ î¹ñ»Õä Ô¯ò¶×Å :
   · ÜÅäÕÅðÆ çÆ êóåÅñ (Verification of Information)

   · ×ÅÔÕ ù ë¯é ðÅÔÆº Çéðç¶ô ç¶ä¶ (Directing a Customer Over The Phone)

   · ×°¼Ã¶ òÅñ¶ ×ÅÔÕ ù Ã³íÅñäÅ (Handling an ANGRY Customer)

î¹ñ»Õä
ÃËôé AA çÅ î¹ñ»Õä : ÜÅäÕÅðÆ çÆ êóåÅñ (Verification of Information)

êzôé :

êzôé ÃËÕôé Çò¼Ú ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú
ÇçúÍ

1. How much information can be verified, and with the help of what?

2. What is the process of verifying information that most companies follow?

3. How would a company know if the information provided by the customer is incorrect?

4. Why is the verification process that companies follow important?

  ð¯ñ êñ¶Á (Role Play):

ò¶ðÆÇëÕ¶ôé êz¯ÃËµÃ ù êÈðÅ Õð¯Í ÇÂÃ ×¼ñìÅå ù êÈðÅ Õðé å¯º ìÅÁç, ÇÂÃ ×¼ñìÅå ù éÅàÕ ç¶ ðÈê Çò¼Ú
ÕñÅÃ ç¶ ÃÅÔîä¶ êzçðÇôå Õð¯Í

          ð¯ñ êñ¶Á-A (Role Play 1): òËðÆÇëÕ¶ôé êz¯ÃËµÃ-A
Customer Service Representative: Sure, I can help you with sourcing your order number;
however, before we continue __________________ ____________________. Is that
_____________?

Customer: Yes.

Customer Service Representative: May _________________________________?

Customer: Sure, that would be Karan Thakur.
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Customer Service Representative: May I please
_______________________________and your __________________________?

Customer: Sure. My _____________________ is 012 – 45678910, and my
__________________ is 98456 78910.

Customer Service Representative: Thank you.Would you please tell me if a
__________________ number was provided to you when you bought the product?

Customer: Yes, I was given a _____________________.

Customer Service Representative: Thank you. May I please have the date you placed
the order, along with your product’s model/serial number?

Customer: The date is the 17th of June. The Desktop’s model number is DTP3456

Customer Service Representative: Thank you. Just to confirm I have the right details,

I see that __________________in our files is Karan.Thankur@email.com, is that correct?

Customer: Yes, that’s right.

Customer Service Representative: Thank you ___________________________. I can
now assist you with your issue.

òÅÕ (Sentences):
C) Ô¶á» Çç¼å¶ òÅÕ» ù ç¹ìÅðÅ åðåÆì ç¶ Çò¼Ú Õð¯ å» Ü¯ ÇÂÔé» çÅ Õ¯ÂÆ Áðæ ìä ÜÅò¶ :
a) the I day. laptop to every work carry

b) Gadgetronics. another customer Notebook The from bought

c) software all work. wish do was there our that I computer could

d) name delivering has of address and When the be customer the a verified. package, and to

e) customers their organizations always Big to keep try happy.

f) most The love science. that computer I subject is

g) PC a from new store. I website Tablet a bought

h) sold bought his and a Macintosh new laptop. on Armaan the APPLE internet, brand old computer

i) everyday have important part Computers of life. an become

j) industry. lots Today, the there joining of our youngsters IT

     ***************************************************************

ÃËôé AB çÅ î¹ñ»Õä : ×ÅÔÕ ù ë¯é  ðÅÔÆº Çéðç¶ô ç¶ä¶ (Directing a Customer
Over The Phone)

   ð¯ñ-êñ¶Á :
1) Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×Åú Áå¶ ÖÅñÆ æÅò» íð¯ å» Ü¯ òÅÕ êÈðÅ Ô¯ ÃÕ¶
   ×ÅÔÕ Áå¶ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ÇòÚÕÅð ÇÂ¼Õ Ú³×Æ ×¼ñìÅå ìä ÃÕ¶Í
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A: Direct the Customer
a. Once the folder is open, right-click on a blank space inside the folder and, once again, you
will see the drop-down menu appear.
b. Please make sure the files you want to copy, are closed.
c. Please select “Copy” from the menu that appears.
d. Now, please select the option “Paste.”
e. The file is copied to the folder. Depending on the size of the file, this may happen immediately
or take some time.
f. Next, please right-click on the file that you want to copy.
g. Now, please double-click on the folder to which you want to paste the file.
h. You will see a drop-down menu.
i. To close the file, please click the red “X” in the top-right corner of the window.
Customer Service Representative: ____________________________________.
Customer: I’m sorry, but you’ll have to tell me how.
Customer Service Representative:_____________________________________.
Customer: Oh, ok. Done! What next?
Customer Service Representative:_____________________________________.
Customer: Ok.
Customer Service Representative: You will see a drop-down menu.
Customer: Yes, I do.
Customer Service Representative:_____________________________________.
Customer: Uhm… Okay, selected.
Customer Service Representative:____________________________________.
Customer: Ok, double clicked.
Customer Service Representative: ____________________________________
__________________________________________________________________.

Customer: I have and I do. What do I select now?

Customer Service Representative: ____________________________________

__________________________________________________________________.

Customer: Okay, Done.

Customer Service Representative:____________________________________

__________________________________________________________________.

Customer: Yes, it has. Thank you so much!

2: “Direct the Customer Again!”
a) Now, please choose one of the options that appear in the menu. You can either select switch
off the computer entirely, or you can choose to log off.
b) You should be able to see the “Shut-Down” / “Log Off” button in the Start Menu. Please
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confirm once you do.
c) Please click on the “Start” button at the bottom right corner of the taskbar.
d) A drop-down menu should appear next to the “Shut-Down” / “Log Off”button.
e) Thank you. Please click on the “Shut-Down” / “Log Off” button.

òÅÕ (Sentences):
Customer Service Representative: ____________________________________
_________________________________________________________________
_________________________________________________________________
Customer: Okay.
Customer Service Representative: ___________________________________
____________________________________________________________________
_________________________________________________________________
Customer: Yes, I do.
Customer Service Representative: ___________________________________
____________________________________________________________________
_________________________________________________________________
Customer: Okay, I have.
Customer Service Representative: ___________________________________
____________________________________________________________________
_________________________________________________________________.
Customer: Yes, it has.
Customer Service Representative: ___________________________________
____________________________________________________________________
_________________________________________________________________.
Customer: Okay, done. Thank you.

òÅÕ (Sentences) :
B) ×ÅÔÕ Áå¶ ÕÃàîð Ã¶ñ  Çðêz÷Ëºà¶Çàò ç¶ ÇòÚÕÅð ×¼ñìÅå ìäÅÀ°ä ñÂÆ ã°¼Õò¶º îÅâñ éÅñ ÖÅñÆ
æÅò» íð¯ :
Customer Service Representative: Hello ma’am! How ________ (may / will) I help you?

Customer: Well, I wanted to buy a Desktop for my daughter. ________ (Should / Could) you
direct me to the computers’ section?

Customer Service Representative: Sure, ma’am! Please follow me. Its right here…Are you
interested in any particular brand?

Customer: I’m not sure! ________ (Would / Can) you help me find a  good brand for her? She is
just 10 years old.

Customer Service Representative: In that case, you ________ (should / will) take a look at our
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range of kids’ computers by Gadgetronics . Here they are. They’ve been made especially for children
below 13. You ________ (must / can) choose from a variety of models and colors

here…How about this one in pink and white here?

Customer: Well, I was thinking of something in blue, that’s her favorite color.

Customer Service Representative: Good choice. Blue is very popular these days. They are on
that shelf near the counter.

Customer: Well, this is exactly what I was looking for.

Customer Service Representative: While you’re looking at those, ________ (will/may) I show
you some of these educational software that are specially recommended for school going children…
they are subject guides that will help your daughter do her homework, as well

as, guide her when she studies for her exams. You _____________ (will / must) buy one of these for
her.

Customer: Excellent!

Customer Service Representative: _____________ (Should / Would)

you like me to gift wrap the computer Ma’am?

Customer: Yes, please.

Customer Service Representative: Is there anything else I

_____________ (will / can) help you with, Ma’am?

Customer: No, thanks! You have been a great help!

******************************************************************************
ÃËôé AC çÅ î¹ñ»Õä : ×°¼Ã¶ òÅñ¶ ×ÅÔÕ ù Ã³íÅñäÅ (Handling an ANGRY
Customer)
êzôé :
êzôé ÃËÕôé Çò¼Ú ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
a. When facing an issue with a dis-satisfied customer, what must a  company do to ensure customer
    satisfaction?

b. What must a company do if it is responsible for an issue?

c. What must a company do, if it is not responsible for the issue?

d. What must customer service representatives do when faced with customers who are concerned,
    upset or irritated?

e. What do customer service representatives use to help them deal with angry customers?

f. What are the 9 steps that a good Customer Service Representative uses to effectively handle an
    angry customer?

   ð¯ñ êñ¶Á (Role Play)
2) Ô¶á» Çç¼åÆÁ» ×ÂÆÁ» ÁÅêôé» Çò¼Ú¯º ÖÅñÆ æÅò» íð¯ å» Ü¯ ÇÂ¼Õ ×°¼Ã¶ òÅñ¶ ×ÅÔÕ Áå¶ ÕÃàîð
ÃðÇòÃ Çðêz÷Ëºà¶Çàò ÇòÚÕÅð ×¼ñìÅå êÈðÆ Ô¯ ÃÕ¶Í
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a) Thank you, Ma’am. We really appreciate you bringing the issue to our notice. It was a
pleasure serving you.

b) I am so sorry for your inconvenience, Ma’am. May I please have a moment to check your
records?

c) Thank you for your patience, Ma’am.

d) I understand you’d like your laptop replaced, would that be correct?

e) I really wish I could Ma’am; however, company policy wouldn’t allow me to do that. What
I can do, however, is replace your laptop’s music system with a brand new one! Would that be
okay with you?

f) How can I help you, Ma’am?

g) As I understand, the music system installed in your laptop is not functioning properly. Am I
correct?

h) So I can better serve you, and get started on solving the issue,

i) Could you please tell me what is the issue you’re facing Ma’am?

j) Ma’am, please let me assure you that I am here to assist you in finding a solution to the issue
you’re facing right away. Will that be okay with you?

k) Thank you Ma’am. Would you please tell me when you bought the laptop?

Customer Service Representative: ____________________________________?
___________________________________________________________________.
Customer: I want a replacement for this laptop, and I want it now!
Customer Service Representative: _________________________________
__________________________________________________________________?
Customer: Yes.
Customer Service Representative: _________________________________
__________________________________________________________________?
Customer: The stereo is not working!
Customer Service Representative: ____________________________________
_____________? ____________________________________________________.
Customer: Yes!
Customer Service Representative: _________________________________
__________________________________________________________________?
Customer: Yes, I guess so.
Customer Service Representative: _________________________________
__________________________________________________________________?
Customer: I bought it eight months ago, and it’s been giving me an issue for
the past four months! This is the fifth time I’m calling you people!
Customer Service Representative: _________________________________
__________________________________________________________________?
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Customer: Why?
Customer service representative: _________________________________
__________________________________________________________________.
Customer: Ok, fine!
Customer service representative: _________________________________
__________________________________________________________________.
Customer: So, will you be replacing my laptop with a new one, for free?
Customer service representative: _________________________________
__________________________________________________________________.
Customer: Oh, absolutely! That will be great! Thank you so much!
Customer service representative: _________________________________
__________________________________________________________________.

òÅÕ (Sentences)
3) ìðËÕà» Çò¼Ú Çç¼åÆ ×ÂÆ ÇÕÇðÁÅ çÆ ÃÔÆ òðå¯º ÕðÕ¶ Ã³êÈðé òðåîÅé Áå¶ í±åÕÅñ
(Present and Past Perfect form) ç¶ òÅÕ ìäÅúÍ
a) One of the most difficult customers I_____________ (face) is Mr. Anand Singh.

b) Neither Tara nor I were able to handle this lady’s complaints about the Smartphone she
    ______________ (buy) last week.

c) I had to politely remind him, as I ____________ (remind) him twice  before, that he could not
   cancel his order after the bill was made.

d) Mira ________________ (update) her computer.

e) His friendly nature, along with his sound technical knowledge, ______________ (prove) proved
    useful in handling this difficult customer.

f) The problem that none of us was able to solve for so long, _____________ (solve) in only a few
   minutes by him!

g) Gurmeet _______________ (handle) many difficult customers in his career as a customer sales
    representative.

h) He _____________ (order) for a laptop, but later he ____________ (change) his mind, and
    ordered a desktop.

******************************************************************
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Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 14: ×ÅÔÕ ç¶ êzôé» ù Ô¼ñ ÕðéÅ (Handling Customer Queries)

Ü¶Õð å°ÃÆº ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Ü» Ã¶ñ Çðêz÷Ëºà¶Çàò òÜ¯º Õ³î Õðç¶ Ô¯ å» å°ÔÅù ÁÅêä¶ ×ÅÔÕ» ò¼ñ¯º
ê¹¼Û¶ ÜÅä òÅñ¶ ìÔ°å ÃÅð¶ êzôé» ç¶ À°µåð ç¶ä¶ êËä×¶Í
Õ°Þ ÁÅî òðå¯º Çò¼Ú ÁÅÀ°ä òÅñ¶ òÅÕ ÇÜÔé» çÆ å°ÃÆº ìÔ°å Ç÷ÁÅçÅ òðå¯º Õð¯×¶ :
1. “How can I help you, Ma’am/Sir?”

2. “Is there anything else I can help you with?”

3. “Of course, I can help you with that.”

4. “It’s my pleasure, Ma’am/Sir.”

5. “It was a pleasure serving you Ma’am/Sir.”

6. “I’m glad I could help. Is there anything else you’d like to know Ma’am/Sir?”

Üç¯º ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Ü» Ã¶ñ Çðêz÷Ëºà¶Çàò ù ×ÅÔÕ ç¹ÁÅðÅ ÕÅñ ÕÆåÆ Ü»çÆ ÔË å» À°Ãù ×ÅÔÕ
éÅñ ìó¶ ÔÆ ÇéîðåÅ å¶ ÇêÁÅð éÅñ ê¶ô ÁÅÀäÅ ÚÅÔÆçÅ ÔË ÇÜò¶º ÇÕ : “How can I help you,  Ma’am
/ Sir?

ÕÃàîð ÃðÇòÃ Ü» Ã¶ñ Çðêz÷Ëºà¶Çàò ×ÅÔÕ ù ÇÂÔ òÆ ÁÅÖ ÃÕçÅ ÔË ÇÕ À°Ô å°ÔÅâÆ íÇò¼Ö Çò¼Ú òÆ
î¹ôÇÕÿ Çò¼Ú ÃÔÅÇÂåÅ Õðé  ñÂÆ ÇåÁÅð ÔËÍ Üç¯º ÕÃàîð ÃðÇòÃ Ü» Ã¶ñ ÇðêzË÷Ëºà¶Çàò çÅ ×ÅÔÕ ò¼ñ¯º
è³éòÅç ÕÆåÅ Ü»çÅ ÔË å» À°Ã ù “You are welcome, Ma’am/Sir.”ÕÇÔä çÆ æ» ÇÂÃ åð·» Ü°ÁÅì ç¶äÅ
ÚÅÔÆçÅ ÔË :”It was a pleasure serving you Ma’am/Sir.” Ü» “It’s my pleasure, Ma’am/Sir”

Õ°Þ îÔ¼åòêÈðé ïÅç ð¼Öä ï¯× ×¼ñ» :
  · ÇèÁÅé éÅñ Ã¹ä¯ (Listen Carefully ) : ×ÅÔÕ çÆ ×¼ñ ù ÇèÁÅé éÅñ Ã¹äéÅ À°éÅ ÔÆ
    îÔ¼åòêÈðé ÔË ÇÜ³éÅ ÇÕ À°Ã éÅñ ×¼ñ ÕðéÅ ÜðÈðÆ ÔËÍ Ú³×Æ åð·» Ã¹äé ç¶ éÅñ å°ÃÆº ×ÅÔÕ çÆ
    À°Ã ×¼ñ å¶ Õ¶ºçÇðå Ô¯ ÃÕç¶ Ô¯ Ü¯ À°Ô ÕÇÔäÅ ÚÅÔ°³çÅ ÔËÍ
  · ÇòÁÅÇÖÁÅ ÕðéÆ – ÇÂÔ Ã¹ÇéôÇÚå Õðé ç¶ ñÂÆ ÇÕ å°ÃÆº ÃÔÆ ÜÅäÕÅðÆ ñË ðÔ¶ Ô¯ ÇÂ¼Õ
    ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ù ×ÅÔÕ ç¹ÁÅðÅ ÕÔÆ ×ÂÆ ×¼ñ ù ÁÅêä¶ ôìç»  Çò¼Ú ÜðÈð
    ç°ÔðÅÀ°äÅ ÚÅÔÆçÅ ÔË Ü» À°Ã ×¼ñ ù ç¹ÔðÅú Ü¯ å°ÃÆ Ã¹ÇäÁÅ ÔËÍ ÇÂÃ åð·» Õðé éÅñ ×ÅÔÕ ù
    ÇÂÔ îÇÔÃÈÃ Ô°³çÅ ÔË ÇÕ å°ÃÆº À°Ã çÆ ×¼ñ ù ÇèÁÅé éÅñ Ã¹ä ðÔ¶ Ô¯ Áå¶ À°Ã çÆ ÜðÈðå ù ÃîÞ ðÔ¶
    Ô¯Í ÇÂÃ åð·» Õðé éÅñ ×ÅÔÕ ù ÇÂÔ òÆ ïÕÆé Ô¯ Ü»çÅ ÔË ÇÕ ÕÃàîð Ã¶ñ Çðêz÷ËºàÇàò À°Ô Õ³î
    Õðé Áå¶ ÃîÞä çÆ Õ¯Çôô Õð ÇðÔÅ ÔË Ü¯ À°Ãù ÇÕÔÅ ÜÅ ÇðÔÅ ÔËÍ ÇÂÃ ç¶ éÅñ ×¼ñìÅå Çò¼Ú
    ÇÕÃ¶ ×ñåÆ å¯º ìÇÚÁÅ ÜÅ ÃÕçÅ ÔËÍ ÕÃàîð Ã¶ñ Çðêz÷ËºàÇàò  ù ×ÅÔÕ Ü¯ òÆ ÜÅäÕÅðÆ î¹Ô¼ÂÆÁÅ
    ÕðòÅÀ°äÆ ÚÅÔ°³çÆ ÔË å¶ Ü¯ À°Ô êzôé ê¹¼ÛçÅ ÔË À°Ôé» ù ÜðÈð ç¹ÔðÅÀ°äÅ ÚÅÔÆçÅ ÔËÍ
  · êzËÕàÆÕñ ÜÅäÕÅðÆ î¹Ô¼ÂÆÁÅ ÕðòÅú (Provide practical details) : ÕÃàîð Ã¶ñ Çðêz÷ËºàÇàò
    ç¹ÁÅðÅ ×ÅÔÕ ù ÇÂÔ¯ ÇÜÔÆ ÜÅäÕÅðÆ î¹Ô¼ÂÆÁÅ ÕðòÅÀ°äÆ ÚÅÔÆçÆ ÔË Ü¯ ×ÅÔÕ ù À°åêÅç Áå¶
    ÃðÇòÃ ù ÃîÞä Çò¼Ú ÃÔÅÇÂåÅ Õð¶Í
  · î¹ÃÕðÅÀ°äÅ (Smiling) : Üç¯º ë¯é å¶ ×ÅÔÕ ç¶ êzôé» ç¶ Ü°ÁÅì Çç¼å¶ Ü»ç¶ Ôé å» À°ç¯º  ×ÅÔÕ
    ÕÃàîð Ã¶ñ Çðêz÷ËºàÇàò ç¶ î¹ÃÕðÅÀ°ä çÆ ÁòÅ÷ ù Ã¹ä ÃÕçÅ ÔËÍ ÇÂÃ Ãî¶º ÇÂÔ îÅÇÂé¶ éÔÆº
    ð¼ÖçÅ ÇÕ ÕÃàîð Ã¶ñ Çðêz÷ËºàÇàò çÅ Ççé ÇÕò¶º ìÆÇåÁÅ ÔË , ÇÂÔ Ãí À°ç¯º îÔ¼åòêÈðé éÔÆº
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Ô°³çÅ Üç¯º  À°Ô ×ÅÔÕ çÆ ÃÔÅÇÂåÅ Õð ðÔ¶ Ô°³ç¶ ÔéÍ ÇÂÔ îÔ¼åêòêÈðé Ô°³çÅ ÔË ÇÕ ×ÅÔÕ ù Ãí å¯º
 Ö°ô å¶ ïÅç×Åð Áé°íò ÕðòÅÇÂÁÅ ÜÅò¶ Üç¯º òÆ À°Ô ÕÃàîð Ã¶ñ Çðêz÷Ëºà¶Çàò ù ÕÅñ ÕðçÅ ÔËÍ

ÁÇíÁÅÃ A: ÕÃàîð ç¶ êzôé» ç¶ Ü°ÁÅì ç¶äÅ

×ÅÔÕ Áå¶ ÕÃàîð Ã¶ñ Çðêz÷Ëºà¶Çàò ÇòÚÕÅð ×¼ñìÅå ù êÈðÅ Õðé ñÂÆ Ü³ìñâ (jumbled)
ôìç» ù ç¹ìÅðÅ åðåÆì Çò¼Ú ÇñÖ¯Í Ü³ìñâ (jumbled) ôìç» ù à¶ãÅ (italic) ÕÆåÅ Ô¯ÇÂÁÅ ÔËÍ
Sales Rep: Yes, Ma’am/Sir. How can I help you?

Customer: I just wanted to ask you if this I exchange cell could phone.

___________________________________________________________________

Sales Rep: Could me tell it wrong what’s you with?

___________________________________________________________________

Customer: The phone keeps switching off by itself although I keep the battery well charged.

Sales Rep: I see. When it buy you did?

___________________________________________________________________

Customer: I bought it two months ago.

Sales Rep: Okay, Ma’am. Since not is over warranty the yet period, we will replace the
item.

___________________________________________________________________

Customer: Thank you.

Sales Rep: It’s my pleasure, Ma’am/Sir.

Sales Rep: How can I help you, Sir/Ma’am?

Customer: I to discount about inquire wanted scheme your.

___________________________________________________________________

Sales Rep: We have different schemes for different products. Which you know like would to
about product?

___________________________________________________________________

Customer: Adidas.

Sales Rep: For Adidas, you will get a 15% discount for a purchase of 2000  Rupees, 25%
discount for a purchase of 4000 Rupees and 50% discount for a purchase of 7000 Rupees.

Customer: Great! Thanks.

Sales Rep: Is there anything else I can help you with?

Customer: No, be that all will. Thanks again.

___________________________________________________________________

Sales Rep: No problem, Ma’am/Sir.
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ÁÇíÁÅÃ B : Çðê¯ðÇàâ ÃêÆÚ (Reported Speech)

Ô¶á» Çç¼åÆÁ» Çò¼Ú¯º À°Ã ÁÅêôé ù Ú¹ä¯ Ü¯ ÇÕ Direct Speech  Áé°ÃÅð ÔËÍ
1. The customer asked the salesperson if that TV was on sale.

(a) “Is this TV on sale?”

 (b) “Is that TV on sale?

(c) “Was that TV on sale?”

2. The salesperson told the customer that the TV was not on sale.

(a) “The TV is not on sale.”

(b) “Is the TV not on sale?”

(c) “The TV was not on sale.”

3. The customer asked the salesperson how much the TV cost.

(a) “How much the TV cost?”

(b) “How much does the TV cost?”

(c) “How much does the TV costs?”

4. The salesperson told the customer that the TV cost 7500 Rupees.

(a) “The TV cost 7500 Rupees.”

(b) “The TV costs 7500 Rupees.”

(c) “Does the TV cost 7500 Rupees?”

5. The salesperson told the customer that the price was fixed.

(a) “The price was fixed.”

(b) “That the price is fixed.”

(c) “The price is fixed.

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË, å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶
ÁÅúÍ
î¹ñ»Õä

  · ÇÂÃ ù êó·¯ :
Direct speech: Anuskha: “Shall I give the presentation?”

Reported speech: Anushka asked if she would (should) give the presentation.

Direct speech: Manager: “Yes, Anuskha. You should give the presentation.”

Reported speech: The manager told Anushka that she should give the presentation.
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ÔçÅÇÂå: Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» çÆ ÃêÆÚ ìçñ¯Í
1. Customer: “I got this gift coupon yesterday. Can I redeem it here?”

    _________________________________________________________________.

    Salesperson: “Yes Sir, you can.”

    _________________________________________________________________.

2. Customer: “Do you follow an exchange and refund policy?”

    _________________________________________________________________.

3. Salesperson: “We have a strict “no refund” policy.”

   _________________________________________________________________

   Salesperson: “You can exchange the item within a week of purchase, but only if the price tag is still
   in place.”

   _________________________________________________________________

  _________________________________________________________________.

4. Customer: “Excuse me, could you tell me how much VAT you charge?”

   _________________________________________________________________.

   Salesman: “We charge only 12% VAT, Sir.”

  _________________________________________________________________.

5. Salesman: “Can I help you, Ma’am?”

   _________________________________________________________________.

   Customer: “Yes, I lost the invoice. Could you make me another one?”

   _________________________________________________________________.

  Salesman: “Sure, Ma’am. Just give me a minute.”

  _________________________________________________________________.
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Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 15: ÃêôàÆÕðé ç¶äÅ (Clarifying)

Üç¯º ×ÅÔÕ ÕÅñ ÕðçÅ ÔË å» (À°ç¯º) ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ×ÅÔÕ ù Õ°¼Þ êzôé ê¹¼ÛçÅ ÔË å» Ü¯
ÇÂÔ Ãêôà Ô¯ ÜÅò¶ ÇÕ À°Ô ×ÅÔÕ ÕÆ ÚÅÔ°³çÅ ÔË Ü» Ãî¼ÇÃÁÅ ÕÆ ÔË? Ô¶á» Õ°Þ ÁÅî òðå¯º Çò¼Ú ÁÅÀ°ä
òÅñ¶ òÅÕ Çç¼å¶ ×Â¶ Ôé ÇÜÔé» çÆ òðå¯º ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ç¹ÁÅðÅ ÕÆåÆ Ü»çÆ ÔË:
1. Which _______ would you like?

2. What kind of a ____________ are you interested in?

3. Do you have any __________ ______ in mind?

4. Would you like it in any particular _______?

5. Would you like to subscribe to our _________?

6. Could you be a little more __________ about when you first noticed the issue? Was a week
    back or a little longer?

7. So what you’re saying is that the mobile ___________ to you, is not the same one you had
    ________, would that be correct?

8. Am I correct in understanding that you would like to ____________ in the next survey we conduct?

Ã¯Ú¯ Áå¶ ÃÔÆ Ü°ÁÅì éÅñ ÖÅñÆ æ» íð¯ Áå¶ òÅÕ» ù ÁÅêäÆ é¯à ì¹¼Õ Çò¼Ú ÇñÖ¯Í
ÁÇíÁÅÃ A: Ãêôà ÕðéÅ (Clarifying)

Ô¶á» Çç¼å¶ òÅÕ» ç¶ ÃîÈÔ ù ç¹ìÅðÅ åðåÆì Çò¼Ú ñ×Åú å» Ü¯ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò Áå¶ ×ÅÔÕ
ÇòÚÕÅð ×¼ñìÅå êÈðÆ Ô¯ ÃÕ¶Í
   Ççzô -A

a) CSR:  Which standard are you interested in?

b) Customer: 250 to 500 rupees.

c) Customer: Sure.

d) CSR: Very good. What is the price range you are looking at?

e) Customer: Standard XI (eleven).

f) CSR: Thank you. Could you please provide me with your postal address, in order for us to
    mail you the DVD?

g) Customer: Hi! Does your company sell any “School Self-Help Guide”DVDs?

h) CSR: Yes, we do. Which subject would you like; Science, English or Computers?

i) Customer: Computers.



93

  Ççzô -B
a) CSR: Now, could you please open a new word document, and type your name?

b) Customer : Okay, done.

c) CSR: Could you please check and let me know if the cable that runs from the keyboard to
    the central processing unit (CPU) tower, is fit in the socket properly?

d) Customer: Yes, exactly!

e) CSR: Can you tell me what the issue you’re facing is?

f) Customer: Great! I can see my name. Thank you!

g) CSR: As I understand, whenever you type on the keyboard, the action does not translate
    itself on to the document, thus leaving the open page blank. Would that be correct?

h) Customer: Four days ago.

i) CSR: So your keyboard is not functioning properly. Am I correct?

j) Customer: It’s a little loose.

k) CSR: Could you push it in the socket firmly?

l) Customer: When I type anything no words appear on the document. It remains empty.

m) CSR: Thank you. Could you tell me when did you first notice the issue?

n) Customer: Okay.

o) CSR: Could you please let me know what happens?

p) Customer: My keyboard is not working. I need one of your computer technicians to come
    and repair it.

q) CSR: Thank you.

r) Customer: Yes.

ÁÇíÁÅÃ B: êzôé ìäÅÀ°ä¶

Ô¶á» Çç¼å¶ ×Â¶ òÅÕ» ñÂÆ Ü¯ ã°¼Õò» êzôé Ô¯ ÃÕçÅ ÔË, À°Ãù Ú¹ä¯ :
1. The train to Mumbai leaves at 5:45 p.m.

   (a) When does the train to Mumbai leave?

   (b) Which train leaves at 5: 45 p.m.?

   (c) Where does the train leave?

2. Tara is going to the mall with Smita.

   (a) Who is going to the mall with Smita?

   (b) Who is Tara going to the mall with?

   (c) Where do Tara and Smita want to go?

3. He wants to buy a book.

   (a) What does he want to buy?
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   (b) Which book does he want to buy?

   (c) What does he want to do?

4. She should meet him at school.

   (a) Where should she meet him?

   (b) Why should she meet him?

  (c) Who should meet her?

5. The lunch will arrive at 12:30 sharp.

   (a) When will the lunch arrive?

   (b) Who sends the lunch?

   (c) Where is the lunch?

6. It is Tina’s birthday tomorrow.

   (a) Whose birthday is it tomorrow?

   (b) Who is Tina?

  (c) What day is tomorrow?

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶
ÁÅúÍ

î¹ñ»Õä
ÔçÅÇÂå : À°Ô êzôé Ú¹ä¯ Ü¯ ×ÅÔÕ ÕÇÔäÅ ÚÅÔ°³çÅ ÔËÍ
À°çÅÔðé  ñÂÆ :
Customer : I would like a cold drink, please.

Your question:

   a. When would you like cold drink , ma’am?

   b. Which cold drink would you like, ma’am?

1. Customer:  I’m looking for formal shirts.

Your question:

  i. Do you have any particular brand in mind?

  ii. Are you looking for a shirt, ma’am?

2. Customer: I would like an ice-cream.

Your question:

  i. What  flavor would you like?
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    ii. Which flavor would you like?

3. Customer: Could you show me a pair of jeans please?

Your question:

   i. Sure ma’am! Are you looking for a particular color or brand?

  ii. Sure ma’am! To try out the medium size?

6. Customer: I like the phone but I don’t like the color.

Your question:

   i. This phone comes in five different colors, Sir. Would you like to take a look at them?

  ii. This phone comes in five different colors, Sir. What would  you  like to take a look at?

7. Customer: I am looking for ChetanBhagat’s books.

Your question:

   i. We have all of them, ma’am. What one do you want?

   ii. We have all of them ma’am. Which one do you want?

8. Customer: I saw a beautiful vase here last week – can you please find that for me?

Your question:

   i. Where was the color of the vase?

   ii. What was the color of the vase?

9. Customer: Can you show us a cot?

Your question:

   i. Should I show you a double bed or a single bed, Sir?

   ii. How I show you a double bed or a single bed, Sir?

10. Customer: I need to buy a gift for my niece. Could you help me out?

Your question:

   i. Why are you looking for something in particular?

   ii. Are you looking for something in particular?
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Ã³ì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 16: ÕÅñ çÅ êzòÅÔ (The Call Flow)

å°ÃÆº ÕÆ Ã¯Úç¶ Ô¯ ÇÕ ÕÅñ êzòÅÔ (call flow) çÅ Áðæ ÕÆ ÔË? ÁÅêäÅ À°µåð Ô¶á» ÇñÖ¯Í
____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

____________________________________________________________________

ÕÆ å°ÃÆº ÜÅäç¶ Ô¯ ÇÕ àËñÆë¯é ÇÕÃ¶ ìð»â ù Ãí å¯º òèÆÁÅ ìäÅÀ°ä òÅñÅ ÇÂ¼Õ ï³åð ÔËÍ àËñÆë¯é À°µå¶
Ãî¼ÇÃÁÅ î¹åÅÇìÕ Â¶Ü³à ù E å¯º C@ Çî³à å¼Õ Çîñç¶ Ôé ÇÜÃ Çò¼Ú À°Ô ×ÅÔÕ  éÅñ ×¼ñìÅå ÕðçÅ ÔË
Áå¶ ÁÅêäÅ ÇèÁÅé ×ÅÔÕ  À°µå¶ Õ¶ºçÇðå ÕðçÅ ÔËÍ Ü¶Õð Â¶Ü³à ×¼ñìÅå ÃÔÆ Õð¶ å» À°Ô ÇÂ¼Õ ×ÅÔÕ
ñÂÆ ÇÂ¼Õ ïÅç×Åð êñ ìäÅ ÃÕçÅ ÔË, ÁËâòðàÅÂÆ÷îËºà Õð ÃÕçÅ ÔË Áå¶ ×ÅÔÕ ù Çéîð ìäÅ ÃÕçÅ
ÔËÍ ÇÂÔ À°åêÅç ù òèÆÁÅ ìäÅÀ°ä Áå¶ ñÅí ÕîÅÀ°ä ò¼ñ ñË Õ¶ Ü»çÅ ÔËÍ ×¼ñìÅå ù ÃÔÆ ÇçôÅ ò¼ñ
ñË Õ¶ ÜÅä ñÂÆ ÇÂÕ åð·» ç¶ ÕÅñ êzòÅÔ çÆ ÜðÈðå Ô°³çÆ ÔËÍ
Ô¶á» ÕÅñ êñÅé ñÂÆ Çç¼å¶ ×Â¶ AA ê¹ÁÅÇÂ³à (ÒÒCall-Flow ChartÓÓ) ÇÂ¼Õ òèÆÁÅ ×ÅÔÕ ìäÅÀ°ä Áå¶
ÇÂ¼Õ À°åêÅç ù òèÆÁÅ ìð»â ìäÅÀ°ä  À°µå¶ Õ¶ºçÇðå ÔéÍ
1. ÃàËºâðâ úêÇé§× (î¹ÃÕðÅú)Í ÁÅêäÅ Áå¶ Õ³êéÆ çÅ éÅî ç¼Ã¯ Áå¶ ê¹¼Û¯ ÇÕ ÕÆ Ãî¼ÇÃÁÅ ÔË)
   · “Good morning  or  Good afternoon. Customer Care. This is Preetha.”

   · “Thank you for calling Customer Care. This is Preetha. How may I help you?”

2.  ê¹ôàÆ Õðé ñÂÆ ×ÅÔÕ çÆ Ü¯ òÆ Ãî¼ÇÃÁÅ ÔË ÇÂ¼Õ òÅðÆ À°Ãù ÁÅêä¶ ôìç» Çò¼Ú ÜðÈð ÇìÁÅé
    Õð¯Í
   ·  “So, what you’re saying is you want to / you have a ....... would that be correct?”

   ·  “From what I understand, you would like to / your ………. would that be correct?”

C.  êóåÅñ Õðé ñÂÆ ÜÅäÕÅðÆ î³×¯ Í
   ·  “May I please have your first name and last name?”

        “May I have your phone number, postal address and email-id please?”
        “May I please have the account / bill / model number of the product?” (If applicable)

(ÕÅñ ÇÃðë À°ç¯º ÔÆ ÜÅðÆ ð¼ÖÆ ÜÅò¶×Æ Üç¯º ×ÅÔÕ ÁÅêäÆ ÃÅðÆ ÜÅäÕÅðÆ çÆ ê¹ôàÆ Õð¶×Å)Í
4. êzôé ê¹¼Û¯
   · “In order to find out what happened, I will need to ask you some questions.”

   · “Do you mind if I ask you some questions so we can find out what has happened?”

   · “For me to assist you better, may I ask you a few questions?”
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5. ×ÅÔÕ ù Ãî¼ÇÃÁÅ çÆ ÜÅäÕÅðÆ ìÅð¶ ê¹¼Û¯ (please Áå¶ thank you ôìç» çÆ òðå¯º Õð¯)
    “Can you tell me when you first noticed the problem with …………?”

    ·  “For how long has it been …….?”

    ·  “When did you buy the product…?”

    ·  “Have you checked the…..?”

    ·  “Thanks. I have one final question.”

6.  ×ÅÔÕ ù ïÕÆé ç¹ÁÅú Í
   ·  “This is just a small issue. Please be sure I will find a solution.”

   ·  “There’s nothing to worry. I will guide you through the instructions.”

   ·  “I will get that information for you.”

7.Ãî¼ÇÃÁÅ ç¶ Ô¼ñ ñÂÆ òðå¶ ÜÅä òÅñ¶ ÃàËµêÃ çÆ êÅñäÅ ÕðòÅÀ°ä ñÂÆ ×ÅÔÕ çÆ ÃÇÔîåÆ ñò¯ Í
   We’ll have to perform a few troubleshooting steps / instructions. Is it okay with you?”

8.  ×ÅÔÕ ù Çéðç¶ô ç¶ò¯ Í
   · “Please place the ……………………over the ………… and click on ……………..on

      the mouse and then click on……………………...”

   ·  “Please click on the …………..at the bottom ……………..of your

        …………………… you will see a ………………………… on the ………………..of

       the……………..”

9.  ×ÅÔÕ ù ÇÂÔ ÜÅäÕÅðÆ Ççú ÇÕ å°ÔÅâÆ Ãî¼ÇÃÁÅ çÅ Ô¼ñ Ô¯ Ç×ÁÅ ÔË Áå¶ ×ÅÔÕ Õ¯ñ¯º éåÆÜ¶ ù
    ÇðÕÅðâ Õðé ñÂÆ ÃÇÔîåÆ ñò¯ Í
 “I would like to inform you that the issue you called us for………………………… has been solved.
I’d like your permission to record this interaction as resolved.”

10. ÃêôàÆÕðé  “Is there anything else?”

   ·  “May I help you with anything else?”

   ·  “Do you have any additional questions, Sir/Ma’am?”

   ·  “Is there anything else I can help you with today, Sir/Ma’am?”

11. ÃàËºâðâ Õñ¯Ç÷³× (ÕÅñ Öåî ÕðéÅ) ( ÇÂÃ Çò¼Ú è³éòÅç , ÁÅêäÅ Áå¶ Õ³êéÆ çÅ éÅî ôÅîñ Õð¯Í)
   ·  “Thank you for calling…………………... This was ………………Good-bye.”

   ·  “Thank you for calling……………………… You were speaking to / with………………
        Goodbye.”
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ÕÅñ ëñ¯ ÚÅðà
Ô¶á» Çç¼å¶ ð¯ñ êñ¶Á çÆ ÜÅäÕÅðÆ  êó·¯ Áå¶ îÔ¼åòêÈðé ×¼ñ» ÁÅêäÆ é¯à ì¹¼Õ Çò¼Ú é¯à Õð¯Í

                        î½Õ-ð¯ñ-êñ¶Á (Mock-Role-Play):

Situation: A customer is calling for assistance because he is unable to open the internet on his
computer at home.

Solution: Helps customer to successfully move a file from his desktop to the documents folder.

Agent: Thank you for calling “Customer-Tech-Support”. This is Jasmeet. How may I assist
you?

Customer: Hi this is Sahil. I am one of the C-T-S customers, and I’d like some help with this
issue I am having. I have a file on the Desktop on my PC that I want to transfer to the “documents”
folder.

Agent:You want to move a file from your desktop to your documents folder?

Sure, I can assist you with that. However, I will need to verify your account
information before we continue. May I have your first name and last name please?

Customer: Sure, it is  Sahil Shah.

Agent: Thank you. May I have your C-T-S account number please?

Customer: That is XYZ1234.
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Agent: Thank you. Just to confirm that I have the right account, I see that the e-mail address
on the account is Sahil.Shah@email.com, is that correct?

Customer: Yes, that’s right.

Agent: Thank you for verifying your account Sir. I can now assist you with transferring your file
to the “documents” folder on your PC. Are you in front of your PC now?

Customer: Yes I am.

Agent: Which operating system are you running on your PC, sir?

Customer: It is windows 7.

Agent: Alright, do you see the file on your desktop sir?

Customer: Yes, I do.

Agent: Please place the mouse cursor / pointer over the icon and click on the right button of
the mouse. Do you see a menu poping up?

Customer: Yes.

Agent: Now click on the option “Cut” with the left mouse button.

Customer: Okay, I have done that.

Agent: Now click on the Start button, at the bottom right corner of your Desktop screen, and
once the start menu opens, you will see a menu option”Documents” on the right side of the
menu.

Customer: Yes, do I click on it?

Agent: Yes, please. That should bring up the window for the documents folder.

Customer: Yes it did.

Agent: Position the cursor / pointer on the empty part of the window and click on the right
button on the mouse and click on the option “Paste.”

Customer: Okay…yes. I see the file in this folder now. Thank you!

Agent: You are welcome sir. Before we end this call, I’d like to confirm that the issue you
called us for, moving a file from the desktop to the documents folder is resolved.

Customer: Yes, that’s right.

Agent: Thank you. I’d like your permission to record this interaction as resolved.

Customer: Sure, please go ahead.

Agent: Thanks for choosing “Customer-Tech-Support”, sir. Have a nice day.

Customer: Thank you. You have a nice day as well.

ÁÇíÁÅÃ A: ÕÅñ ëñ¯Á (ÕÅñ êzòÅÔ) çÆ êÅñäÅ ÕðéÆ
Ô¶á» ð¯ñ êñ¶Á Çò¼Ú, Â¶Ü³à ñÂÆ ÁÅêä¶ ôìç»  Çò¼Ú ÖÅñÆ æÅò» íð¯Í å°ÃÆº ÇêÛñ¶ ÃËÕôé Áå¶ À°µêð
ÕÅñ ëñ¯ ÚÅðà  Çò¼Ú¯º ÇÂéêµ¹à ñË ÃÕç¶ Ô¯, êð ÁÅêäÆ ôìçÅòñÆ ù òðå¯, ÕÅêÆ ê¶Ãà éÅ Õð¯Í
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                       ð¯ñ êñ¶Á A (Role-Play -1)
Situation: A customer is calling to find out his bank account balance.

Agent Name: Tanish.

Company Name: Bank of Wealth

Solution: Agent informs customer how much money there is in the account

Agent:

Customer: I would like to know how much money I have in my account.

Agent:

Customer: Sure, it’s HarshaRandwa. My account number is 012-345-9876-543

Agent:

Customer: The last three numbers of my password are ***.

Agent:

Customer: Oh, I thought I had one lakh, but fifteen thousand less is not bad

either.

Agent:

Customer: That will be all. Thank you.

Agent:

Customer: Yes, that’s right.

Agent:

Customer: Sure, please go ahead.

Agent:
                        ð¯ñ êñ¶Á B (Role-Play -2)
Situation: A customer is calling in to order a Pizza.

Agent Name: Kushi.

Company Name: Tasty Kebabs

Solution: Place the order and offer the customers to upgrade their orders.

Agent:

Customer: I want to order kebabs for dinner, for the entire family. We are 12 people, and
we’re all non-vegetarians. So, what would you suggest?

Agent:

Customer: Great! That sounds perfect. I’d like to order 4 sheekh kebabs, 4 murghhariyali
kebabs, and 4 tandoori chicken kebabs!

Agent:
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Customer: Yes. Please have it delivered to H – 1/23, Sector – 456, Faridabad (Haryana)

Agent:

Customer: Sure! 5 rupees per “roti “ is very reasonable. Send 2 “rotis”  per person. I’ll just
pay the bill in cash once it’s delivered.

Agent:

Customer: 30 minutes? Very good!

Agent:

Customer: No. No. That’s all! Thank you.

Agent:

ÁÇíÁÅÃ B :  òðåîÅé ÜÅðÆ Ãî» (Present Continuous Tense)

Ô¶á» Çç¼å¶ òÅÕ» ù À°µÚÆ êó·¯ Áå¶ À°Ô òÅÕ Ú¹ä¯ Ü¯ òðåîÅé ÜÅðÆ Ãî¶º (Present Continuous
Tense) Çò¼Ú ÔéÍ
1. Nokia is a very large company that specializes in the production of mobile devices.

2. You are looking at a new model by Sony which has an external memory slot.

3. This phone is becoming popular day by day.

4. The iPhone is also great for using the internet.

5. APPLE is offering a 10% discount on all their products this Christmas.

6. Buying this product will also make you a member of our Premium Customer Group.

7. By becoming a member of this group, you are securing for yourself a 15% discount on all further
    purchases.

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶
ÁÅúÍ

î¹ñ»Õä
ÇÂÃ ù êó·¯ :
1. Meetika and I are solving the riddles.

2. One of my colleagues is coming to dinner tonight.

3. Is anyone coming to the dance show?

ÔçÅÇÂå : ìðËÕà Çò¼Ú Çç¼åÆ ×ÂÆ ÇÕÇðÁÅ éÅñ òðåîÅé ÜÅðÆ Ãî¶º (Present Continuous Tense) ç¶
òÅÕ ìäÅÀ°ä ñÂÆ ÖÅñÆ æÅò» íð¯ Í
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1. Keeping in mind the special brand name and image of our company, I ____________ (prepare) a
    new advertisement for our products.

2. Ma’am, we _______________ (launch) a new mobile phone, which will make dialing calls easier.

3. Sir, I ______________ (offer) you the best price for this product because you are a valued
    customer.

4. This computer has a nice design; it ___________ (go) to look great in your study-room.

5. If you ____________ (look) for a computer that most artists use, then this is the one.

6. I have sold at least 50 such phones since morning. We_________ (run) out of stock now. These
    are the last three we have. So, if you like the design, you should buy one now.

7. A lot of stores charge far more money than we have offered. But we ___________ (charge) less
    because you are a regular customer.

8. If you ___________ (will) to buy them now, then we can offer you a 25% discount.

9. We ______________ (search) for a new place to shift the office.

10. This is such a fantastic computer! You ___________ (do) the right thing by buying it.
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ÃîÆÇÖÁÅ ÃËôé E
ÃîÆÇÖÁÅ çÅ î¹ñ»Õä êzôé» Áå¶ À°µåð» À°µå¶ ð¯ñ êñ¶Á å¶ ÁèÅÇðå Ô¯ò¶×ÅÍ À°µåð» çÅ î¹ñ»Õä
Õ³àËºà, êzÃ³×, ÇòÁÅÕðé, òÅÕ ìäåð Áå¶ ôìçÅòñÆ À°µå¶ ÁèÅÇðå Ô¯ò¶×Å Ü¯ ÇÕ ÃËôé AD,AE Áå¶
AF Çò¼Ú ôÅîñ ÕÆå¶ Ô¯Â¶ ÔéÍ
ÃîÆÇÖÁÅ î¹ñ»Õä ù Çå§é íÅ×» Çò¼Ú ò³ÇâÁÅ Ç×ÁÅ ÔË Ü¯ ÇÕ Ôð¶Õ ÃËôé ñÂÆ ÇÂ¼Õ Ô¯ò¶×Å :
    · ×ÅÔÕ ç¶ êzôé» ù Ô¼ñ ÕðéÅ (Handling Customer Queries)

    · ÃêôàÆÕðé ç¶äÅ (Clarifying)

    · ÕÅñ çÅ êzòÅÔ (The Call Flow)

î¹ñ»Õä
ÃîÆÖÁÅ ÃËôé AD : ×ÅÔÕ ç¶ êzôé» ù Ô¼ñ ÕðéÅ (Handling Customer
Queries)

Questions:

1) Answer the question in the “Questions” section as completely as possible, in your own
    words.
a. What should a customer service/sales representative (CSR) do when he/she is approached or
    called by a customer?
b. What are the different ways a customer service/sales representative (CSR) may ask the customer
     if he/she can be of further assistance?
c. What must a customer service/sales representative (CSR) do when a customer thanks him/her/
    them?
d. What are the four important skills ‘customer service/sales representatives’ use when handling
    customers’ queries? Explain in detail.
e. Complete the dialogues in Role-Play (by filling in the blanks) to form a conversation between
a Customer (A) and a Customer Sales/Service Representative (B).

òÅÕ (Sentence)
1. Customer: “I bought a computer yesterday. Can I exchange it?”
    _________________________________________________________________.

    CSR: “Yes Sir, you can, as it’s (been) only one day since you bought it.”

    ________________________________________________________________.

2. Customer: “Do you follow an exchange and refund
     policy?”_________________________________________________________.

    CSR: “We have a strict “no refund” policy.”

     ________________________________________________________

CSR: “You can exchange the item within a week of purchase, but only if the price tag is still in place
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   _______________________________________________________________

   _______________________________________________________________

3. Customer: “Excuse me, could you tell me how long will you take to deliver my computer set to my
     house?”

    _______________________________________________________________

    _______________________________________________________________

    CSR: “We will deliver it within two days, Sir.”

    _______________________________________________________________

    _______________________________________________________________

4. CSR: “Can I help you, Ma’am?”

    _______________________________________________________________

    Customer: “Yes, I lost my service-delivery number. Could you please give me the number again?”

   _______________________________________________________________

   _______________________________________________________________

   CSR: “Sure, Ma’am. Just give me a minute.”

             ***********************************************************************

ÃîÆÇÖÁÅ ÃËôé AE : ÃêôàÆÕðé ç¶äÅ (Clarifying)
êzôé:
ÒÒêzôéÓÓ ÃËÕôé  Çò¼Ú ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
    a) À°Ô ÇÕÔó¶ ÁÅî òðå¯º Çò¼Ú ÁÅÀ°ä òÅñ¶ êzôé Ôé Ü¯ ÇÂ¼Õ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ×ÅÔÕ ù
      ÇÂÔ Ãêôà Õðé ñÂÆ ê¹¼ÛçÅ ÔË ÇÕ À°Ô (×ÅÔÕ) ÕÆ ÚÅÔ°³çÅ ÔË Ü» ÕÆ Ãî¼ÇÃÁÅ ÔË?
                           ð¯ñ êñ¶Á (Role Play)
×ÅÔÕ Áå¶ ÕÃàîð ÃðÇòÃ Çðêz÷Ëºà¶Çàò ÇòÚÕÅð ×¼ñìÅå ù ìäÅÀ°ä ñÂÆ Çç¼å¶ ×Â¶ òÅÕ»
ù ç¹ìÅðÅ åðåÆì Çò¼Ú Õð¯ :

                  ð¯ñ êñ¶Á A (Role Play 1)
CSR: Excellent choice, Ma’am/Sir! Could you please provide me with your phone number
and postal address, in order for us to make a note of your details in our customer database?

Customer: Hi! Does your company sell Smartphones?
CSR: Very good. What is the price range you are looking at?

Customer: What’s the difference between  Apple and Samsung?

CSR: Yes, we do. Which brand would you like to see?

Customer: Sure.

Customer: I think the best benefit of the Samsung Smartphone is that it fits right into my
budget! I’ve decided to buy the Samsung Smartphone. Could you please make my bill?
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CSR: Not much, except for the cost. The Smartphone by Samsung costs only Rs 27,000,
whereas, the basic Apple Smartphone costs more than Rs 40,000! In fact, the Smartphone
by Samsung has got as many features, advantages and benefits as the one by Apple.

CSR: Thank you. May I suggest the Samsung Smartphone?

Customer: In Apple, the 4-S and in Samsung, I’m not too sure.

CSR: We have the complete range of Apple and Samsung products. Is there any particular
model you’re interested in?

Customer: Rs 20,000 to a maximum of Rs 35,000. Not more.

Customer: Apple or Samsung.

CSR: Thank you.

                    ð¯ñ êñ¶Á B (Role Play 2)
CSR: Now, could you please open a new word document, and type your name?

Customer: Okay, done.

CSR: Could you please check and let me know if the cable that runs from the keyboard to
the central processing unit (CPU) tower, is fit/fitted in the socket properly?

Customer: Yes, exactly!

CSR: Can you tell me what the issue you’re facing is?

Customer: Great! I can see my name. Thank you!

CSR: As I understand, whenever you type on the keyboard, the action does not translate
itself on to the document, thus leaving the open page blank. Would that be correct?

Customer: Four days ago.

CSR: So your keyboard is not functioning properly. Am I correct?

Customer: It’s a little loose.

CSR: Could you push it in the socket firmly?

Customer: When I type anything no words appear on the document. It remains empty.

CSR: Thank you. Could you tell me when did you first notice the issue?

Customer: Okay.

CSR: Could you please let me know what happens?

Customer: My keyboard is not working. I need one of your computer technicians to come
and repair it.

CSR: Thank you.

Customer: Yes.
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òÅÕ (Sentences) :
3) Üç¯º ×ÅÔÕ å°ÔÅù Õ°Þ ÕÇÔ³çÅ ÔË å» À°ç¯º å°ÃÆº À°Ãù  ÃÔÆ êzôé ÇÕò¶º ê¹¼Û¯×¶? Ô¶á» Çç¼å¶ êzôé» Çò¼Ú¯º
    ÃÔÆ êzôé Ú¹ä¯ ?
1. Customer: I would like to sell my laptop for 7,500 rupees.

      Your question:

     · When would you like to sell it?

     · How old is the laptop?

2. Customer: I would like to buy a mobile phone.

      Your question:

      · What kind of phone would you like to buy?

      · Is there any particular brand of phone that you would like to see?

3. Customer: Could you show me a pair of speakers please?

       Your question:

     · Sure! Are you looking for a specific brand or model?

     · Sure! Can you look for me any particular brand or model?

4. Customer: I need some educational CDs on Science and Math.

      Your question:

    ·   Shall you want CDs for five sciences only?

    ·   Would you like one CD for each subject?

5. Customer: I need to exchange this phone. It hasn’t been working from the day I bought it!

     Your question:

    ·  Oh, that’s too bad! Do you want to buy another phone in exchange?

    ·  I’m so sorry for the inconvenience caused. Could you please provide me with the Bill you had
        received when you had bought the phone?

6. Customer: I like the phone but I don’t like the color.

      Your question:

     ·   This phone comes in five different colors. Would you like to take a look at them?

     ·   This phone comes in five different colors. What you would like to take a look at?

7. Customer: I am looking for the Apple iPhone.

      Your question:

     ·  We have all of them. What one do you want?

     ·  We have all of Apple  iPhones. Which one would you like to see?

8. Customer: I saw a pair of speakers here last week – can you please find that for me?
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      Your question:

     · Where was the brand or model of the speakers?

      · What was the brand or model of the speakers?

9. Customer: Can you show us a computer?

     Your question:

    · Should I show you a desktop or a laptop?

    · How I show you a desktop or a laptop?

10. Customer: I want to buy a computer for my niece. Could you help me out?

     Your question:

    · Why are you looking for something in particular?

    · Are you looking for a particular type of computer?

ÃîÆÖÁÅ ÃËôé AF : ÕÅñ çÅ êzòÅÔ (The Call Flow)
êzôé:
ÒÒêzôéÓÓ ÃËÕôé Çò¼Ú ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶, Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
    a. What does the 11-point Call Flow Plan focus on?

    b. What are the 11 steps of the 11-point Call Flow Plan?

    c. Explain each step of the Call Flow Plan. Give an example for each step.

    d. Which step decides whether the call will proceed or not?

òÅÕ (Sentences) :
2)  ìðËÕà» Çò¼Ú Çç¼åÆ ×ÂÆ ÃÔÆ òðì çÆ ëÅðî (Correct form of Verb) òðå Õ¶ òðåîÅé ÜÅðÆ Ãî¶º
     (Present Continuous Tense ) Çò¼Ú òÅÕ ìäÅúÍ
a. Keeping in mind the special brand name and image of our company, I ____________ (made) new
    user manuals for all our computers.

b. This is such a fantastic computer! You ___________ (do) the right thing by buying it.

c. We _______________ (launch) a new Smartphone, which will make storing data easier.

d. A lot of companies ___________ (charge) far more money for a computer than we do.

e. We ______________ (offer) a 40% discount for the newly launched Smartphone to our first 100
    customers.

f. This computer has a nice design; it ___________ (go) to sell like hot-cakes!

g. If you ____________ (look) for a store that sells computers at (the) best prices, then you’ve come
    to the right place!
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h. We have sold at least 120 laptops today. We_________ (run) out of stock now. These are the last
    three we have.

i. If you ___________ (will) to buy them now, then we can offer you a 30% discount.

j. I ______________ (search) for the customer service report.

       *****************************************************************
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Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 17: ëÆâìËÕ ç¶äÆ Áå¶ êzÅêå ÕðéÆ (Giving and receiving
Feedback)

Ô¶á» Çç¼å¶ òÅÕ» ù À°µÚÆ êó·¯ :
1. You did a good job!

2. You need to improve your performance.

3. You have improved a lot.

4. You have done well.

5. You should try harder.

ÇÂÔ¯ ÇÜÔ¶ ÕîËºà À°ç¯º Çç¼å¶ Ü»ç¶ Ôé Üç¯º å°ÃÆº :
    a) ÇÕÃ¶ ç¶ Õ³î å¯º Ö¹ô Ô°³ç¶ Ô¯Í
    b) ÇÂÔ îÇÔÃÈÃ Õðç¶ Ô¯ ÇÕ ÇÕÃ¶ ù ÃÖå ÇîÔéå Õðé çÆ ñ¯ó ÔËÍ
Ôð¶Õ é°Õå¶ ñÂÆ ëËÃñÅ Õð¯ ÇÕ, ÕÆ ëÆâìËÕ ÁÅêôé (Â¶) éÅñ Ãì³èå ÔË Ü» ÁÅêôé (ìÆ) éÅñÍ
Ôð¶Õ ëÆâìËÕ ç¶ ñÂÆ å°ÃÆº ÇÕò¶º Ü°ÁÅì ç¶ò¯×¶ ? ÁÅêäÅ Ü°ÁÅì ÇñÖ¯Í
1. ___________________________________________________________.

2. ___________________________________________________________.

3. ___________________________________________________________.

4. ___________________________________________________________.

5. ___________________________________________________________.

ëÆâìËÕ ç¶ä Áå¶ ñËä Ãî¶º Õ°Þ î¹ãñ¶ ÇçôÅ Çéðç¶ô» çÆ êÅñäÅ ÕÆåÆ Ü»çÆ ÔË Ü¯ ÇÕ ÇÂÃ
åð·» Ôé :
ëÆâìËÕ ç¶ä ñÂÆ ÇçôÅ Çéðç¶ô :
   · ÁÅêäÆ ëÆâìËÕ ù ÃÅÕÅðÅåîÕ (êÅÇ÷Çàò) ÇçÖÅú: À°¶çÅÔðé ñÂÆ  ÒÒHow do you expect
      us to meet if you don’t tell us the time and location”ÕÇÔä çÆ æ» ÇÂÔ ÕÔ¯ : “ It would have been
     helpful if you had emailed the location and starting time for the meeting to everybody”

  · êÅÇ÷Çàò Ô¯ä éÅñ ÃîÞ¯åÅ Ô¯ä çÅ î½ÕÅ êËçÅ Ô° ³çÅ ÔË ÜçÇÕ éË×¶Çàò Ô¯ä éÅñ Ã³íò
    ÔË ÇÕ å°ÔÅâÅ Õ³î é¶êð¶ éÅ Úó·¶Í
 · î¹ñ»Õä Õðé çÆ æ» òðäé Õð¯ : À°çÅÔðé ñÂÆ  “You are lazy and unreliable” ÕÇÔä çÆ
    æ» ÇÂÔ ÕÔ¯ : “You didn’t bring the notes to the meeting, which you agreed you would”

  · Ü¯ å°ÃÆº Ã¹ÇäÁÅ Áå¶ ò¶ÇÖÁÅ ÔË À°ÃçÅ òðäé Õðé éÅñ çÈÇÜÁ» ñÂÆ íÅòéÅåîÕ Ô¯ Õ¶ ×¼ñ
     Õðé çÆ ñ¯ó ØàçÆ ÔËÍ
  · ÁÅêäÆ ÔÅñå Áå¶ íÅòéÅò» ù ç¼Ã¯ : À°çÅÔðé ñÂÆ : “You were very rude” ÕÇÔä çÆ

æ» ÇÂÔ ÕÔ¯ : “I felt unsettled when you argued your point”
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   · ÁÅêäÆ êzåÆÇÕÇðÁÅ ç¶ä éÅñ ÇòÁÕåÆ ù Ã¯Úä çÅ î½ÕÅ ÇîñçÅ ÔË Áå¶ À°Ô ëÆâìËÕ Çç³çÅ ÔËÍ
   · Be specific rather than general : À°çÅÔðé  ñÂÆ “You and your company are
     disorganised”ÕÇÔä çÆ æ» ÇÂÔ ÕÔ¯ : “When you spent forty minutes trying to find my account
     details in your records, I lost some of my confidence”Í
  · ÁÅî å½ð å¶ ëÆâìËÕ À°ç¯º Ç÷ÁÅçÅ êzíÅòôÅñÆ Ô°³çÆ ÔË Üç¯º ëÆâìËÕ  ñÂÆ ì¶éåÆ ÕÆåÆ ÜÅò¶, éÅ
     ÇÕ ÷ìðçÃåÆ Í
  · ÁÅî å½ð å¶ ëÆâìËÕ, Ü¶Õð Çç¼å¶ ÇòòÔÅð å¯º ÇÜ³éÆ Û¶åÆ Ô¯ ÃÕ¶, Çç¼åÆ ÜÅò¶, å» ìÔ°å îÔ¼åòêÈðé/
     ñÅíçÅÇÂÕ Ô°³çÆ ÔËÍ
  · ÇÂÔ ÚËµÕ Õð¯ ÇÕ å°ÃÆº ÁÅêäÆ ëÆâìËÕ ù ÃÔÆ åð·» éÅñ ç¼ÇÃÁÅ ÔËÍ ÇÂÃç¶ ñÂÆ ÇòÁÕåÆ ù ÕÔ¯ ÇÕ
    À°Ô å°ÔÅâÆ ÕÔÆ Ô¯ÂÆ ×¼ñ ù ç¹ìÅðÅ ç¹ÔðÅò¶ å» Ü¯ ÇÂÔ êåÅ ñ¼× ÃÕ¶ ÇÕ å°ÃÆº Ü¯ ÇÕÔÅ ÃÆ À°Ô
    ÇòÁÕåÆ À°Ã ×¼ñ ù ÃîÞ Ú¹¼ÇÕÁÅ ÔËÍ
ëÆâìËÕ êzÅêå Õðé ñÂÆ ÇçôÅ Çéðç¶ô :
  · ëÆâìËÕ ù ÇèÁÅé éÅñ Ã¹ä¯Í çÈÜ¶ ÇòÁÕåÆ çÆ ×¼ñ ÃîÞä çÆ Õ¯Çôô Õð¯Í
  · ÇÕÃ¶ òÆ ëÆâìËÕ ù éÅÕÅðÅåîÕ (éË×¶Çàò) éÔÆº ÇÕÔÅ Ü»çÅÍ ÃÅðÆÁ» ëÆâìËÕÃ Ôî¶ôÅ ÃÕÅðÅåîÕ
    Ô°³çÆÁ» Ôé, ÇÃðë ÇòÁÕåÆ ç¶ ÕÇÔä çÅ ã³× éÅÕÅðÅåîÕ Ô¯ ÃÕçÅ ÔËÍ
  · ÇÃðë ÇÂÃ ÚÆ÷ À°µå¶ Õ¶ºçÇðå ðÔ¯ ÇÕ ëÆâìËÕ å¯º ÕÆ ÇÃ¼Öä çÆ ÜðÈðå ÔËÍ
  · ëÆâìËÕ ù ÇÂÕ çî éÔÆº éÕÅðéÅ ÚÅÔÆçÅÍ ëÆâìËÕ ù ÇèÁÅé éÅñ êó·¯, Ã¹ä¯ Áå¶ ÇòÚÅð¯, Áå¶ ò¶Ö¯
    ÇÕ ÇÂÃ ÇòÚ ìçñÅò Õðé çÆ ñ¯ó ÔË Ü» éÔÆºÍ
  · ëÆâìËÕ ç¶ ìÅð¶ ÁÅêä¶ ÇòÚÅð å¶ íÅòéÅò» êz×à Õð¯ Áå¶ Ü¯ ìçñÅò Ã³íò Ôé, À°Ôé» ìÅð¶ ç¼Ã¯Í
  · ÇòÁÕåÆ ù ç¼Ã¯ ÇÕ À°Ô å°ÔÅâÆ ÃÔÅÇÂåÅ ç¶ ñÂÆ ëÆâìËÕ Çò¼Ú ÕÆ ìçñÅò Õð ÃÕçÅ ÔËÍ
  · ÇòÁÕåÆ ç¶ ëÆâìËÕ À°µå¶ ÇèÁÅé ç¶ä Áå¶ ð¹ÚÆ çÆ êzô³ôÅ Õð¯Í ÇÜò¶º ÇÕ ‘Thank you for the
     feedback’ Ü» ‘Thank you for the ideas’.

ÁÇíÁÅÃ A: ëÆâìËÕ ç¶äÆ Áå¶ êzÅêå ÕðéÆ

ã°¼ÕòÆ ëÆâìËÕ Áå¶ Ü°ÁÅì éÅñ ÖÅñÆ æÅò» íð¯:
   · I will work harder.

   · Thank you for the feedback, Sir/Ma’am.

   · You have to learn how to work in a team.

1. A: I have reviewed your performance.

B: How did I do, Sir/Ma’am?

A: You do well alone but not when you are working in a team.

     __________________________________________________.

B: Thank you for the feedback, Sir/Ma’am. I will work on it.

2. A: How do you find work at our office?

B: I like working here, Sir/Ma’am.
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A: I would like to give you a feedback. You have done very well till now.

B: _______________________________.

3. A: I would like to give you a feedback.

B: Okay, Sir.

A: As a sales representative, you need to be more attentive to the customers.

B: Thank you for the feedback, Sir/Ma’am._______________________________.

ÁÇíÁÅÃ B: Çðê¯ðÇàâ ÃêÆÚ (Reported Speech)

Ô¶á» Çç¼å¶ ×Â¶ òÅÕ âÅÇÂðËÕà ÃêÆÚ Çò¼Ú ÔéÍ À°Ã ÁÅêôé ù Ú¹ä¯ Ü¯ ÇÕ î¶ñ Ö»çÆ

Çðê¯ðÇàâ ÃêÆÚ Áé°ÃÅð ÔË:

1. The supervisor to Reena: “You are doing well.”

         (a) The supervisor told Reena she was doing well.

         (b) The supervisor told Reena you are doing well.

         (c) The supervisor told Reena she were doing well.

2. Reena to the supervisor: “Thank you, Ma’am.”

        (a) Reena told the supervisor thank you.

        (b) Reena said thank you Ma’am.

        (c) Reena thanked the supervisor.

3. The supervisor to Reena: “You need to improve.”

       (a) The supervisor told Reena she needs to improve.

       (b) The supervisor told Reena she needed to improve.

       (c) The supervisor told Reena you need to improve.

4. Reena to the supervisor: “I will work harder.”

       (a) Reena told the supervisor she would work harder.

       (b) Reena told the supervisor she will work harder.

      (c) Reena told the supervisor I will work harder.

5. The supervisor to Reena: “You will get a feedback.”
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      (a) The supervisor told Reena you will get a feedback.

      (b) The supervisor told Reena she would get a feedback.

      (c) The supervisor told Reena she will get a feedback.

î¹ñ»Õä ù ÇèÁÅé éÅñ êó·¯ Í Ü¶Õð Ãî» ÔË å» å°ÃÆº ÇÂÃ ù ÕñÅÃ  Çò¼Ú Ô¼ñ Õðé çÆ Õ¯Çôô Õð ÃÕç¶
Ô¯Í éÔÆº å» å°ÃÆº ÇÂÃ ù Øð ÜÅ Õ¶ Ô¼ñ Õð ÃÕç¶ Ô¯ Áå¶ Á×ñ¶ Ççé ÕñÅÃ Çò¼Ú ÃîÆÇÖÁÅ ñÂÆ ñË Õ¶
ÁÅúÍ

î¹ñ»Õä

      · ÇÂÃ ù êó·¯ :
À°çÅÔðé :
Direct speech: Linda: “Ayesha, you are looking great.”

Reported speech: Linda told Ayesha that she was looking great.

Direct speech: Ayesha: “Thanks for the compliment, Linda.”

Reported speech: Ayesha thanked Linda for the compliment.

ÔçÅÇÂå : ì¯ñâ (Bold) ÕÆå¶ Ô¯Â¶ íÅ× ù Çðê¯ðÇàâ ÃêÆÚ Çò¼Ú ìçñ¯:
1. Manager: “Saroj, you have done well!”

     _________________________________________________________________.

     Saroj: “Thank you, Sir!”

2. Manager: “You need to be more attentive to your customers.”

    _________________________________________________________________.

    Saroj: “Yes, Sir. I will try harder.”

    _________________________________________________________________.

3. Manager: “You have to learn how to work in a team.”

    _________________________________________________________________.

   Saroj: “Yes, Sir. Actually this is the first time I am working as a part of a team.”

   _________________________________________________________________.

   Saroj: “However, I will give it my level best.”

   _________________________________________________________________.

4. Manager: “Saroj, I am happy to see that you are improving.”

    _________________________________________________________________.

   Saroj: “Thank you, Sir.”

   Manager: “How do you like working in this office?”

    _________________________________________________________________.

   Saroj: “Sir, I like the office very much as it provides opportunities for moving ahead.”

   _________________________________________________________________

   _________________________________________________________________.
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ÃîÆÇÖÁÅ ÃËôé (Review Session) F:

ã³× : ÃîÆÇÖÁÅ çÅ î¹ñ»Õä êzôé» Áå¶ À°µåð» À°µå¶ ð¯ñ êñ¶Á å¶ ÁèÅÇðå Ô¯ò¶×ÅÍ À°µåð» çÅ
î¹ñ»Õä êó·¶ ×Â¶ ÃËôé E, F Áå¶ G ç¶ Õ³àËºà, êzÃ³×, ÇòÁÅÕðé, òÅÕ ìäåð Áå¶ ôìçÅòñÆ À°µå¶
ÁèÅÇðå Ô¯ò¶×Å Ü¯ ÇÕ ÃËôé Çò¼Ú ôÅîñ ÕÆå¶ Ô¯Â¶ ÔéÍ
ÃîÆÇÖÁÅ î¹ñ»Õä Çò¼Ú ÃËôé ôÅîñ ÔË :- ëÆâìËÕ ç¶äÆ Áå¶ êzÅêå ÕðéÆ (Giving and receiving
Feedback)

î¹ñ»Õä

ÃîÆÇÖÁÅ î¹ñ»Õä ÃËôé AG :- ëÆâìËÕ ç¶äÆ Áå¶ êzÅêå ÕðéÆ (Giving and
receiving Feedback)
êzôé :
ÇÜ³éÅ Ã³íò Ô¯ ÃÕ¶ ÇÂÃ ÃËÕôé Çò¼Ú Ôð¶Õ êzôé çÅ êÈðÅ À°µåð ÁÅêä¶ ôìç» Çò¼Ú ÇçúÍ
a) What kind of feedback do you give when you are happy with someone’s performance at work?
    State examples.

b) What kind of feedback do you give when you feel that someone needs to work harder? State
    examples.

c) How should someone respond to following feedback? Fill in the blanks with the appropriate
     responses.

                     o “You did a good job!”- _________________________.

                     o “You need to improve your performance.”

                         _______________________________________________________ ________

                     o “You have improved a lot.”

                       _______________________________________________________
                       _________________.

                     o “You have done well.”

                        ______________________________________.

                     o “You should try harder.”

                        _______________________________________.

d) What are the different guidelines for giving feedback? Give examples that describe each guideline.

e) When is feedback more effective?

f) When is feedback most useful?

g) How will you know if your feedback has been understood clearly?

h) What are the guidelines for receiving feedback?
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                              ð¯ñ êñ¶ (Role Play)
1) “A”  Áå¶ “B” ÇòÚÕÅð ×¼ñìÅå ù êÈðÅ Õðé ñÂÆ ã°ÕòÆº ëÆâìËÕ Áå¶ Ü°ÁÅì éÅñ ÖÅñÆ
   æÅò» íð¯Í
a) I will work harder.

b) Thank you for the feedback, Sir/Ma’am.

c) I could see the amount of effort you’d put into your work, and I really think you will be very
    successful if you keep up the  good work.

d) You have to learn how to work in a team.

e) Thank you so much for your feedback. I assure you, I will continue to do well.

     1. A: I have reviewed your performance

     B: How did I do, Sir/Ma’am?

     A: You do well alone but not when you are working in a team.

      ____________________________________________________________

      ____________________________________________________________.

     B: Thank you for the feedback, Sir/Ma’am. I will work on it.

2. A: How do you find work at our office?

     B: I like working here, Sir/Ma’am.

     A: I would like to give you a feedback. You have done very well till now.

     B:__________________________________________________________

        ____________________________________________________________.

    A: I went through your report this morning.

    B: Was it okay. I’d collected all the data I could get.

    A: I’d like to give you some feedback that may help you.

    B: What is it?

    A: __________________________________________________________

        ____________________________________________________________.

   B:__________________________________________________________

     ____________________________________________________________.

3. A: I would like to give you a feedback.

    B: Okay, Sir.

    A: As a customer service representative, you need to be more attentive to the customers.

   B: Thank you for the feedback, Sir/Ma’am.________________________

        ____________________________________________________________.
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   òÅÕ (Sentences):

2) Çç¼å¶ ×Â¶ òÅÕ» Çò¼Ú âÅÇÂðËÕà ÃêÆÚ ù Çðê¯ðÇàâ ÃêÆÚ Çò¼Ú ìçñ Õ¶ ÖÅñÆ æÅò» íð¯Í
        · Manager: “Sahil, your presentation was very good!”

            _________________________________________________________

           Sahil: “Thank you, Sir!”

          Team Leader: “Trisha, you need to be more focused on your work.”

           ________________________________________________________.

          Trisha: “Yes, Sir. I will try harder.”

           ________________________________________________________.

        · Manager: “You have to learn how to work in a team.”

             _________________________________________________________.

            Sahil: “Yes, Ma’am. Actually this is the first time I am working as a part of a team.”

            _________________________________________________________.

        · Manager: “How do you like working in this office?”

            _________________________________________________________.

           Sahil: “Sir, I like the office very much as it provides opportunities for moving ahead.”

          _________________________________________________________.

        · Team Leader: “Trisha, I am happy to see that you are improving.”

            _________________________________________________________.

            Sahil: “Thank you, Sir.”

              ***************************************************************
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         ×¼ñìÅå Õðé ç¶ Ô°éð (Communication Skills)
ÃËôé 17: ×¼ñìÅå Õðé ç¶ Ô°éð» çÆ îÔ¼ååÅ  (Importance of
Communication Skills)

×¼ñìÅå Õðé çÆÁ» Ãîð¼æÅò» ç¶ ÇÂÃ ÃËÕôé Çò¼Ú Ô¶á» Çç¼å¶ Çòô¶ ôÅîñ ÕÆå¶ ×Â¶ Ôé:
        · ×¼ñìÅå Õðé ç¶ Ô°éð» çÆ îÔ¼ååÅ
        · êzíÅòôÅñÆ Ã¹äé çÆÁ» Õ°ôñåÅò»
        · éÅé-òðìñ (Çìé ì¯ÇñÁ») ×¼ñìÅå ÕðéÅ
        · Õ³î ç¶ ÃæÅé À°µå¶ ×¼ñìÅå ÕðéÅ
        · ÇÂ³àðÇòÀ± ÃÇÕ¼ñ÷
ÇÂÔ ÃËÕôé Õ°Þ ÇÂÔ¯ ÇÜÔÆÁ» ÃÅøà ÃÇÕ¼ñ÷ À°µå¶ Õ¶ºçÇðå ÔË ÇÜÔé» çÆ å°ÔÅù ÃÕÈñ å¯º ìÅÁç Õ³î ç¶
ÃæÅé å¶ ÜÅä ñ¼Ç×Á» (ÇÜÃ Õ³êéÆ Ü» Ã³ÃæÅ Çò¼Ú å°ÃÆº Õ³î Õðç¶ Ô¯) ÜðÈðå êËºçÆ ÔËÍ ÇÂÃ ñÂÆ ÇÂÃ
ÃËôé Çò¼Ú å°ÔÅù ÁÇíÁÅÃ Áå¶ ÇÕÇðÁÅò», ÇêÛñ¶ ÇÂ³×Çñô ÃËÕôé éÅñ¯º Áñ¼× êzåÆå Ô¯ä×ÆÁ»Í
ÁÅêä¶ ÁÇèÁÅêÕ çÆÁ» ×¼ñ» ù ÇèÁÅé éÅñ Ã¹ä¯ Áå¶ À°Ôé» çÆÁ» ÔçÅÇÂå» Áé°ÃÅð Õ³î Õð¯Í

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

×¼ñìÅå ÕÆ ÔË ? (What Is Communication?)
×¼ñìÅå Çò¼Ú ÇÃðë ×¼ñ» ÕðéÅ ÔÆ éÔÆº Ô°³çÅ ìñÇÕ ÇÂÔ ÇÂÃ å¯º Á×»Ô çÅ Õ³î ÔË, ÇÂÃ Çò¼Ú ÇÜÃ
ÜÅäÕÅðÆ  çÆ ÁçñÅ ìçñÆ ÕÆåÆ ÜÅ ðÔÆ Ô°³çÆ ÔË, À°Ãç¶ ìÅð¶ ìÔ°å Ç÷ÁÅçÅ ÃîÞ çÆ ÷ðÈðå Ô°³çÆ ÔËÍ
Ü¶Õð å°ÃÆº ÇÂÔ éÔÆº ÃîÞ ÃÕç¶ ÇÕ ÕÆ ÇçÖÅÇÂÁÅ Ü» ÃîÞÅÇÂÁÅ Ç×ÁÅ ÔË å» À°ç¯º ×¼ñìÅå Ãëñ éÔÆº
Ô¯ ÃÕçÆÍ À°çÅÔðé ñÂÆ å°ÃÆº ÇÕÃ¶ ù ÇÂÔ ÃîÞÅ ÃÕç¶ Ô¯ ÇÕ ÇÂ¼Õ ×°³ÞñçÅð ÃîÆÕðä ù ×°ä» ÇÕò¶º
ÕÆåÆ Ü»çÆ ÔË, êð Ü¶Õð ÃÅÔîä¶ òÅñÅ ÇÂÔ éÅ ÃîÞ ÃÕ¶ ÇÕ å°ÃÆº ÕÆ ÃîÞÅÇÂÁÅ ÔË å» ÇÂÔ ×¼ñìÅå
Ãëñ ×¼ñìÅå éÔÆº î³éÆ Ü»çÆÍ
×¼ñìÅå Çò¼Ú ÕÂÆ Õ³î ôÅîñ ÕÆå¶ Ô¯Â¶ Ô° ³ç¶ Ôé :

      ·  ÃÅø ì¯ñäÅ (speaking clearly),
      ·  êzíÅòôÅñÆ åðÆÕ¶ éÅñ Ã¹äéÅ (listening effectively),
      ·  êzôé ê¹¼Ûä¶ (asking questions),
      ·  ÃðÆðÕ íÅôÅ ù ÃîÞäÅ (understanding body language),
      ·  ÁÅî íÅôÅ çÆ òðå¯º ÕðéÅ (using a common language),
      ·  ÜÅäÕÅðÆ ù Ã³×Çáå ÕðéÅ (organizing information),
      ·  ÃîÞäÅ (ÇÂÔ Ãí å¯º îÔ¼åòêÈðé ÔË)(understanding)Í
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ÁÃÆº ÚÅÔ°³ç¶ Ô» ÇÕ ÇòÇçÁÅðæÆ éÅ Õ¶òñ ÁÅêäÆ íÅôÅ ù ÔÆ Ã¹èÅðé çÆ Õ¯Çôô Õðé, ìñÇÕ À°Ô ÇÂÔ
òÆ Õ¯Çôô Õðé ÇÕ ñ¯Õ» éÅñ ÇÕò¶º ×¼ñìÅå ÕÆåÆ Ü»çÆ ÔË å» Ü¯ ÇòÚÅð» ù ÃÔÆ åðÆÕ¶ éÅñ
êÔ°³ÚÅÇÂÁÅ ÜÅ ÃÕ¶Í ÇÂÔ À°ç¯º îÔ¼åòêÈðé Ô¯ò¶×Å Üç¯º ÇòÇçÁÅðæÆ ÃÕÈñ Çò¼Ú¯º ÇéÕñ Õ¶ Õ³î òÅñ¶
ÃæÅé å¶ ÜÅò¶×Å Áå¶ Áñ¼×-Áñ¼× ÇÕÃî ç¶ ñ¯Õ» éÅñ ×¼ñ Õð¶×ÅÍ À°µæ¶ À°Ôé» ù ÇÂÔ¯ ÇÜÔ¶ ñ¯Õ
ÜðÈð Çîñä×¶ Ü¯ ÃÔÆ ã³× éÅñ Ã¹ä éÔÆº ÃÕç¶ Ü» ÃÔÆ åð·» ×¼ñìÅå éÔÆº Õð ÃÕç¶ ÇÜÃ éÅñ
×¼ñìÅå ç¶ Çò¼Ú ð¹ÕÅòà ÁÅ ÃÕçÆ ÔËÍ
×¼ñ ÃîÞ éÅ ÁÅÀ°ä ç¶ ÕÅðé ìÔ°å ÃÅðÆÁ» Ãî¼ÇÃÁÅò» êËçÅ Ô¯ Ü»çÆÁ» ÔéÍ ÇÂÃ ñÂÆ ÇòÇçÁÅðæÆÁ»
ñÂÆ ÇÂÔ îÔ¼åòêÈðé Ô¯ Ü»çÅ ÔË ÇÕ À°Ô ÁÅêäÆ ×¼ñìÅå Õðé çÆ î¹ÔÅðå ù Ã¹èÅðé å» Ü¯ ×¼ñ éÅ
ÃîÞ ÁÅÀ°ä çÆ Ãî¼ÇÃÁÅ å¯º ìÇÚÁÅ ÜÅ ÃÕ¶, Áå¶ Ü¯ òÆ Õ³î À°Ô Õðé, À°Ã éÅñ ÃÅÕÅðÅåîÕ éåÆÜ¶
ÔÆ ÇîñäÍ
Üç¯º å¼Õ ÁÃÆº ×¼ñìÅå ç¶ òÔÅÁ ù éÔÆº ÃîÞç¶ À°ç¯º å¼Õ ÃÅâÆ ×¼ñìÅå êÈðÆ éÔÆº Ô°³çÆ :
Ã³ç¶ô í¶Üä òÅñÅàÃ³ç¶ô à Ã³ç¶ô êzÅêå Õðé òÅñÅ à ëÆâìËÕà Ã³ç¶ô í¶Üä òÅñÅ
         (Sender à  Message àReceiver àFeedbackàSender)
×¼ñìÅå ÇÂ¼Õ Ú¼ñ ðÔÆ êzÇÕÇðÁÅ Ô°³çÆ ÔË Ü¯ ÇÕ ×¼ñ Ã¹äé òÅñ¶ ç¹ÁÅðÅ Ã³ç¶ô êzÅêå Õðé å¶ ÔÆ Öåî
éÔÆº Ô¯ Ü»çÆÍ ÇÂÃ êzÇÕÇðÁÅ Çò¼Ú ëÆâìËÕ ìÔ°å ÔÆ îÔ¼åòêÈðé å¼å Ô°³çÅ ÔËÍ
Ã³ç¶ô ÇÃðë À°Ô ÔÆ éÔÆº Ô°³çÅ Ü¯ ÇÕ ÇÂ¼Õ ÇòÁÕåÆ ÕÇÔ³çÅ ÔË, ìñÇÕ ÇÂÃ Çò¼Ú Ã³ç¶ô çÅ îåñì òÆ
ôÅîñ Ô°³çÅ ÔË (Ü¯ ÇÕ ×¼ñ Õðé òÅñÅ ÃîÞÅÀ°äÅ ÚÅÔ°³çÅ ÔË)Í îåñì çÆÁ» ÇÂ¼Õ å¯º ò¼è ÇÕÃî» Ô°³çÆÁ»
Ôé ÇÜÃ Çò¼Ú ÇÂÕ å» Áðæ À°Ô Ô°³ç¶ Ôé (Ô°³çÅ ÔË) Ü¯ ÇÕ ×¼ñ Õðé òÅñÅ (sender) ÃîÞÅÀ°äÅ ÚÅÔ°³çÅ
ÔË Áå¶ À°Ô Áðæ ôÅîñ Ô°³ç¶ Ôé (Ô°³çÅ ÔË) Ü¯ ×¼ñ Ã¹äé òÅñÅ (receiver) ÃîÞçÅ ÔËÍ ÕÂÆ òÅðÆ ×¼ñ
Õðé òÅñ¶ ç¶ ÇÂ¼Õ å¯º ò¼è Áðæ Ô¯ ÃÕç¶ Ôé Áå¶/ Ü» ×¼ñ Ã¹äé òÅñÅ (receiver) ÇÂ¼Õ å¯º ò¼è Áðæ
ÃîÞ ÃÕçÅ ÔËÍ
ëÆâìËÕ ÇÂ¼Õ åðÆÕÅ ÔË ÇÜÃç¶ ç¹ÁÅðÅ ×¼ñ Ã¹äé òÅñÅ, ×¼ñ Õðé òÅñ¶ ù ÇÂÔ ÜÅäÕÅðÆ Çç³çÅ ÔË ÇÕ
À°Ãé¶ ÕÆ Ã³ç¶ô êzÅêå ÕÆåÅ ÔË Áå¶ ÇÂÃ åðÆÕ¶ éÅñ ×¼ñ Õðé òÅñÅ (sender) ÇÂÔ êåÅ ÕðçÅ ÔË ÇÕ ÕÆ
Ã³ç¶ô êzÅêå Õðé òÅñ¶ (receiver) é¶ Ã³ç¶ô ÃÔÆ åðÆÕ¶ éÅñ ÃîÞ ÇñÁÅ ÔËÍ

òðÕôÆà-êzíÅòôÅñÆ ×¼ñìÅå (Ã³ÚÅð) (WORKSHEET - EFFECTIVE
COMMUNICATION)

Á¼Ü ç¶ ÃËôé Çò¼Ú¯º êzÅêå ÕÆå¶ åÜðì¶ À°µå¶ ÁèÅðå Ô¶á» Çç¼å¶ êzôé» ç¶ À°µåð ÁÅêä¶ ôìç» Çò¼Ú
ÇçúÍ
1. What do you think about the communication model?

2. Have you ever had difficulty sending a message? What happened? Why is it sometimes difficult
    to say what we really mean?

3. Have you ever tried to communicate and been misunderstood? What happened? What could
    you have done differently?

4. What happens when communication breaks down between you and your friends?
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Õ¶Ã Ãà¼âÆ- (Case Study- Communication is the savior)
The following is a true story that took place on a small fishing island off the coast of Sri Lanka at the
time of the Tsunami. The son of one of the fishermen was in Singapore, watching news about the
earthquake that had just occurred off the coast of Indonesia. Worried about the potential impact on
his family of giant waves that were reported to be spreading across the Indian Ocean, he  telephoned
his sister in Nallavadu, who told him that water was already beginning to seep into her home. He told
her to leave immediately, and to urge others to do so. The villagers broke into the telecommunications
centre. Using the public alert system set up for weather forecasts, they told the 500 families in the
village that they had to leave immediately. The result of the warning was that although 150 houses and
200 boats were destroyed, not one of more than 3,500 villagers lost their lives.

    What does this story tell us? Discuss with your class fellows.

  ÇÂÔ ÕÔÅäÆ ÃÅù ÕÆ ç¼ÃçÆ ÔË ? ÁÅêä¶ ÕñÅÃ ç¶ ÇòÇçÁÅðæÆÁ» éÅñ ÇÂÃ
  ìÅð¶ ÚðÚÅ Õð¯Í
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ÃËôé 18: êzíÅòÆ Ã¹äé ç¶ Ô°éð (Effective Listening Skills)

Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

êzíÅòÆ Ã¹äé ç¶ Ô°éð ÕÆ Ô°³ç¶ Ôé?
ÁÅêäÆÁ» ÚÅÔå», íÅòéÅò», Ã¯Ú Áå¶ ÇòÚÅð» ù  ÃÅë Áå¶ êzíÅòôÅñÆ åðÆÕ¶ éÅñ êz×à ÕðéÅ
×¼ñìÅå êzÇÕÇðÁÅ çÅ Á¼èÅ íÅ× Ô°³çÅ ÔË ÇÜÃ Çò¼Ú çÈÜ¶ ÇòÁÕåÆ (Ã¹äé òÅñÅ) ù ÇèÁÅé Õ¶ºçÇðå
Õðé çÆ òÆ ÜðÈðå Ô°³çÆ ÔËÍ ×¼ñìå çÅ çÈÜÅ Á¼èÅ íÅ× À°Ô Ã¹äéÅ Áå¶ ÃîÞäÅ Ô°³çÅ ÔË Ü¯ çÈÜÅ
ÇòÁÕåÆ ÃÅù ÕÇÔ ÇðÔÅ Ô°³çÅ ÔËÍ
êzíÅòôÅñÆ ×¼ñìÅå ç¯ ÇòÁÕåÆÁ» ÇòÚÕÅð Ô°³çÆ ÔË ÇÜÃ Çò¼Ú Ã³ç¶ô êzÅêå Õðé òÅñÅ , Ã³ç¶ô í¶Üä
òÅñ¶ ç¶ Ã³ç¶ô ù ÇèÁÅé éÅñ Ã¹äçÅ ÔË Áå¶ ÃîÞçÅ ÔË ÇìñÕ°ñ À°Ã¶ ñÇÔ÷¶ Çò¼Ú ÇÜÃ Çò¼Ú Ã³ç¶ô í¶Üä
òÅñÅ Ã³ç¶ô ç¶äÅ ÚÅÔ°³çÅ ÔËÍ  ÇÂÃ ç¶ ÕÂÆ ñÅí Ôé :-
ÇèÁÅé éÅñ Ã¹äé å¶ å°ÃÆº :
       · ñ¯Õ» å¯º Ç÷ÁÅçÅ ÜÅäÕÅðÆ êzÅêå Õð¯×¶
       · ñ¯Õ» Çò¼Ú å°ÔÅâ¶ êzåÆ ÇòôòÅô òè¶×Å
       · àÕðÅò Øà¶×Å
       · Ú³×Æ åð» ÃîÞ ÃÕ¯×¶ ÇÕ çÈÇÜÁ» ù ÇÕò¶º À°åôÅÇÔå ÕðÆÂ¶?
       · ÇÜé·» ñ¯Õ» ù å°ÃÆº êzì³Çèå Õðç¶ Ô¯ À°é·» Çò¼Ú À°µÚ ê¼èð ëËÃñÅ ñËä ñÂÆ êz¶Çðå Õð ÃÕ¯×¶
ÃÔÆ åðÆÕ¶ éÅñ Ã¹äé çÅ Áðæ ÔË ÇÕ å°ÃÆº À°Ô ÜÅäÕÅðÆ êzÅêå Õð ðÔ¶ Ô¯ Ü¯ ÇÕ íÅôä ç¶ä òÅñÅ
å°ÔÅù Ã³ç¶ô ç¶äÅ ÚÅÔ°³çÅ ÔË , ÇèÁÅé éÅñ Ã¹äéÅ ÇÂÔ çðÃÅÀ°ºçÅ ÔË ÇÕ å°ÃÆº íÅôä ç¶ä òÅñ¶ ù Ã¹ä
ðÔ¶ Ô¯ Áå¶ Ã¹äé Çò¼Ú ð¹ÚÆ ð¼Öç¶ Ô¯ Áå¶ íÅôä ç¶ä òÅñ¶ ù ëÆâìËÕ ç¶ä éÅñ À°Ãù (íÅôä ç¶ä òÅñ¶
ù) ÇÂÔ êåÅ Ú¼ñ Ü»çÅ ÔË ÇÕ Ã³ç¶ô ÃÔÆ åðÆÕ¶ éÅñ êzÅêå ÕÆå Ç×ÁÅ ÔËÍ ÇÂÃ ç¶ éÅñ íÅôä ç¶ä òÅñ¶
ù ÁÅêä¶ ÁÅê Çò¼Ú ÁÇÔîÆÁå îÇÔÃÈÃ Ô°³çÆ ÔËÍ
 Ã¹Ú¶å Ü» Ú½Õ³éÅ Ô¯ Õ¶ Ã¹äéÅ (Active Listening)
Ã¹Ú¶å Ü» Ú½Õ³éÅ Ô¯ Õ¶ Ã¹äé çÅ îåñì ÔË ÇÕ Ü¯ ×¼ñ Ô¯ ðÔÆ ÔË À°Ã ù å°ÃÆº ÁÃñ Çò¼Ú ÃîÞäÅ
ÚÅÔ°³ç¶ Ô¯Í ÇÜÃ Çò¼Ú Ã¹äé òÅñÅ, ì¯ñä òÅñ¶ éÅñ ÚËµÕ ÕðçÅ ÔË ÇÕ Ü¯ Õ°¼Þ òÆ ì¯ÇñÁÅ Ç×ÁÅ ÔË À°Ô
ÃÔÆ åðÆÕ¶ éÅñ Ã¹ÇäÁÅ Áå¶ ÃîÇÞÁÅ Ç×ÁÅ ÔËÍ ÁËÕÇàò Ô¯ Õ¶ Ã¹äé çÅ À°ç¶ô ÁÅêÃÆ ÃîÞ Çò¼Ú
Ã¹èÅð ÕðéÅ ÔËÍ
Üç¯º ÁÃÆº ÇÕÃ¶ ù Çîñç¶ Ô» å» ñ¯Õ ÁÕÃð ÇÂ¼Õ çÈÜ¶ ù ÇèÁÅé éÅñ éÔÆº Ã¹äç¶Í À°Ô çÈÜÆÁ» ÚÆ÷» ìÅð
Ã¯Úç¶ Ô¯Â¶ ÁÅêä¶ À°ç¶ô å¯º íàÕ ÃÕç¶ Ôé Ü» ÇÂÔ Ã¯Úç¶ Ô¯Â¶ ÇÕ À°Ô Á¼×¶ ÕÆ ÕÇÔä ÜÅ ðÔ¶ ÔéÍ (ÇÂÃç¶
éÅñ ìÅÁç Çò¼Ú àÕðÅò òÅñ¶ ÔÅñÅå Ü» ÁÃÇÔîåÆ êËçÅ Ô¯ ÃÕçÆ ÔË)Í
ÇèÁÅé éÅñ Ã¹äéÅ ÇÂ¼Õ Ã¹äé çÅ Áå¶ çÈÇÜÁ» ù Ü°ÁÅì ç¶ä çÅ Ã³×Çáå åðÆÕÅ ÔËÍ ÇÂÔ ì¯ñä òÅñ¶
À°µå¶ ÇèÁÅé Õ¶ºçÇðå ÕðçÅ ÔËÍ íÅôä ç¶ä òÅñ¶ ù êÈðÆ åð·» ÇèÁÅé éÅñ Ã¹äé ñÂÆ ÁÅêä¶ ÔÆ Ã³ì³è
ç¶ çÅÇÂð¶ ù î¹Á¼åñ Áå¶ ëËÃñ¶ ù ð¼ç ÕðéÅ ÕÅëÆ îÔ¼åòêÈðé Ô°³çÅ ÔËÍ
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åÕéÆÕ» (Techniques)
   ·  íÅôä ç¶ä òÅñ¶ À°µå¶ Õ¶ºçÇðå ðÔ¯Í
   · ×Ëð-÷°ìÅéÆ Ã³Õ¶å» ù ò¶Ö¯Í ÇÂÔ ÇòÁÕåÆ ç¹ÁÅðÅ ÕÔ¶ ×Â¶ ôìç» éÅñ¯º Ç÷ÁÅçÅ îÔ¼åòêÈðé
     Ô°³ç¶ ÔéÍ
   ·  ÇÂÔ Ã¹ä¯ ÇÕ ÇÕÃ¶¶ ÚÆ÷ ù ÇÕò¶º ÇÕÔÅ Ç×ÁÅ ÔË? ì¯ñä òÅñ¶ çÆ ÁòÅ÷ À°åÅð-Úó·ÅÁ Áå¶ À°Ãç¶
     ì¯ñä çÆ ôÕåÆ ÇòÁÕåÆ ç¶ ôìç» å¯º Ç÷ÁÅçÅ ì¯ñçÆ ÔËÍ
   · ×¼ñìÅå Çò¼Ú Ü¯ ð¹ÕÅòà» Ôé, À°Ôé» ù çÈð Õð¯Í
   · ×Ëð-î½ÇÖÕ Ã³Õ¶å» ù ÃðÅÔ°äÅ ÚÅÔÆçÅ ÔËÍ å°ÔÅâÅ áÇÔðÅò Áå¶ Þ°ÕÅÁ ì¯ñä òÅñ¶ êzåÆ
     å°ÔÅâÆ ð¹ÚÆ ù çðÃÅÀ°ºçÅ ÔËÍ
   · ì¯ñä òÅñ¶ ù ÇÂÔé» ôìç» éÅñ À°åôÅÇÔå Õð¯ ÇÜò¶º : Yes,” “I see,” Áå¶”go on”.

   · Ü¯ ÇÕÔÅ Ç×ÁÅ ÔË À°Ãù Ãêôà Õðé ñÂÆ êzôé ê¹¼Û¯Í
   · ì¯ñ¶ ×Â¶ ôìç» ìÅð¶ ÁÅêäÆ ÃîÞ çÆ Ü»Ú Õðé ñÂÆ ÇòÁÕåÆ ç¹ÁÅðÅ ÕÔ¶ ×Â¶ ôìç» çÅ
     ÁÅêä¶ ôìç» ç¶ Çò¼Ú òðäé Õð¯Í
    · Üç¯º ã°¼Õò» îÅÔ¯ñ Ô¯ò¶ å» À°ç¯º ×¼ñ Õðé òÅñ¶ çÆ ×¼ñ çÅ Ü°ÁÅì ÇçúÍ
    · íÅòéÅåîÕ Ü°ÁÅì À°µå¶ Õ³àð¯ñ ð¼Ö¯Í
    · Çìé» ð¹ÕÅòà êËçÅ ÕÆå¶ Ô¯Â¶ ×¼ñ Õðé òÅñ¶ çÆ êÈðÆ ×¼ñ ù Ã¹ä¯Í
   · ì¯ñä òÅñ¶ ù ì¯ñä ç¶ éÅñ éÅñ Ã¯Úä çÅ òÆ Ãî» ÇçúÍ
    · Ü¯ ÇÕÔÅ Ç×ÁÅ ÔË À°ÃçÅ ÃÅð ìäÅúÍ
å°ÔÅâÅ ÁÇèÁÅêÕ ÃËôé Çò¼Ú å°ÔÅâÆ ÃÔÅÇÂåÅ Õð¶×ÅÍÀ°é·» çÆÁ» ×¼ñ» ù ÇèÁÅé Ã¹ä¯ Áå¶ À°é·»
çÆÁ» ÔçÅÇÂå» çÅ êÅñä Õð¯Í
ÁÇíÁÅÃ : ÁÅêäÆ Ã¹äé çÆ î¹ÔÅðå (Skill) çÆ êðÖ Õð¯ (CHECK YOUR LISTENING
SKILLS)Í
éÅî : ̂ ^^^^^^^^^^^^^^^^^^^^^^^^^^^^^^
Çéðç¶ô : Start in the United States and follow the directions to see where you end up.

1. Write down: THE UNITED STATES OF AMERICA

2. Take out all of the E’s.

3. Take out every fifth letter.
4. Change the F to an A.
5. Move the S’s to the front of the word.
6. Take out all of the T’s.
7. Take out the first vowel (A, E, I, O, U) and the last consonant (alphabets other than the vowels).
8. Move the fourth and fifth letter to the end of the word.
9. Replace the S’s with L’s.
10. Remove the sixth, seventh, and eighth letters.
11. Move the double L’s to be the third and fourth letters.
12. Where did you end up?
____________________________________________
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Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 19: ×Ëð-î½ÇÖÕ ×¼ñìÅå (Non-Verbal Communication)

×Ëð-î½ÇÖÕ ×¼ñìÅå ÕÆ ÔË (What is Non Verbal Communication)?
ÃÅâÆ ×¼ñìÅå Çå³é ÃÅèé» å¯º ÁÅÀ°ºçÆ ÔËÍ ÇÂÔé» çÆ ÃÈÚÆ Ô¶á» Çç¼åÆ ×ÂÆ ÔË:

ôìç (Words)

à¯é (Tone)

Ã³Õ¶å (Gestures), ÃðÆðÕ íÅôÅ (Body Language)

7%

38%

55%

×Ëð-î½ÇÖÕ ×¼ñìÅå, ì¯ñ¶ ×Â¶ ôìç» Ü» ÇñÖåÆ Ã³ÚÅð å¯º ÇÂñÅòÅ ÇÂ¼Õ ÇòòÔÅð ÔË, Ü¯ ÇÕ ÇÂ¼Õ îåñì
ù çðÃÅÀ°ºçÅ ÔËÍ çÈÜ¶ ôìç» Çò¼Ú ÕÇÔ ÃÕç¶ Ô» ÇÕ ÇÂÃ Çò¼Ú ÇÚÔð¶ ç¶ ÔÅò íÅò, ÃðÆð çÆ ÇÔñÜ°ñ Áå¶
Ã³Õ¶å ôÅîñ Ô°³ç¶ ÔéÍ ×Ëð-î½ÇÖÕ ×¼ñìÅå çÅ Áðæ ÔË ÇÂ¼Õ òÆ ôìç ì¯ñ¶ Çìé» ×¼ñìÅå ÕðéÅÍ ÇÂÔ
ìÔ°å ÔÆ êzíÅòÆ ÔË ÇÂ¼æ¯º å¼Õ ÇÕ íÅôä å¯º òÆ ÇÜÁÅçÅÍ
ÇÂÃ ÕÔÅòå ù ïÅç ð¼Ö¯ “Actions speak louder than words”.
å°ÃÆº ÇÂÔ ÜÅä Õ¶ ÔËðÅé Ô¯ò¯×¶ ÇÕ ÇÃðë ÇÂéÃÅé ÔÆ ÇÂÃ åð·» ç¶ Ã³ÚÅð éÅñ Ü°ÁÅì
éÔÆº Çç³ç¶ Ôé Í Ü¶Õð å°ÔÅâ¶ Õ¯ñ ÇÂ¼Õ êÅñå± ÜÅéòð ÖÅÃ ÕðÕ¶ Õ°¼åÅ ÔË å» ÇÂÔ
Çéðç¶ô» çÆ êÅñäÅ Õð ÃÕçÅ ÔË Áå¶ å°ÔÅâ¶ ôìç» å¯º Ç÷ÁÅçÅ Ô¼æ Áå¶ ÃðÆðÕ
ÔñÚñ çÅ Ü°ÁÅì Çç³çÅ ÔËÍ ÇÂ¼æ¯º å¼Õ ÇÕ Õ°¼åÅ À°ñÞä Çò¼Ú êË Ü»çÅ ÔË Üç¯º À°Ãù
ì¯ñ Õ¶ ìËáä ñÂÆ ÇÕÔÅ Ü»çÅ ÔË êð Üç¯º å°ÃÆº Ô¼æ  éÅñ ÇÂôÅðÅ ÕðÕ¶ À°Ãù ìËáä
ç¶ ñÂÆ ÕÇÔ³ç¶ Ô¯ å» À°Ô ìËá Ü»çÅ ÔËÍ
Á¼×¶ ÁÃÆº Áñ¼×-Áñ¼× ÇÕÃî çÆ ×Ëð-î½ÇÖÕ ×¼ñìÅå Áå¶ À°é·» çÆ òðå¯º À°µå¶ Õ¶ºçÇðå Ô¯ò»×¶Í
×Ëð-î½ÇÖÕ ×¼ñìÅå çÆ ÇÂ¼Õ ÇÕÃî ÔË “universal gesture”Í  ò¶Ö¯ Ü¶Õð å°ÃÆº ÇÂÃçÅ Á³çÅ÷Å ñ×Å ÃÕç¶
Ô¯ ÇÕ ÇÂÔ ÕÆ ÔË?
×Ëð-î½ÇÖÕ ×¼ñìÅå çÆÁ» ç¯ î¹¼Ö ÇÕÃî», ÃðÆðÕ  íÅôÅ Áå¶ Ã³Õ¶å Ôé (Body Language and Gestures)Í
ÃðÆðÕ íÅôÅ : ÃðÆðÕ íÅôÅ ÃðÆð çÆ ÔñÚñ ÔË Ü¯ ÇÕ ÇòÁÕåÆ ç¶ Ã¹íÅÁ Áå¶ íÅòéÅò» À°µå¶ Çéðíð
ÕðçÆ ÔË Í ÃðÆðÕ íÅôÅ Çò¼Ú ÇòÁÕåÆ ç¶ å°ðé çÅ ã³×, À°Ô ÇÕò¶º Öó·ç¶ Ôé Áå¶ À°Ôé» ç¶ ÇÚÔð¶ ç¶
ÔÅò íÅò ôÅîñ Ô°³ç¶ ÔéÍ çÈÜ¶ ôìç»  Çò¼Ú Õ¯ÂÆ òÆ ÇÂÔ¯ ÇÜÔÅ Ã³Õ¶å Ü¯ ÇÕ ÇÕÃ¶ ÇòÁÕåÆ ç¶ ÃðÆð çÆ
ÔñÚñ ò¼ñ¯º çðÃÅÇÂÁÅ Ü»çÅ ÔË Í À°çÅÔðé ñÂÆ Üç¯º ÇÂ¼Õ î¹³âÅ À°çÅÃ Ô°³çÅ ÔË å» À°Ô ÁÅêäÅ ÇÃð
Ô¶á» ò¼ñ Õð ñËºçÅ ÔË Áå¶ Ô½ñÆ Ô½ñÆ å°ðçÅ ÔËÍ Ü» Çëð Üç¯º ÇÂ¼Õ Õ°óÆ Ö¹ô Ô°³çÆ ÔË å» ç¯ó¶×Æ Áå¶
Õ°¼ç¶×Æ Ü» ÇÃ¼èÆ ÖóÆ Ô¯ ÜÅò¶×Æ, ÁÅêä¶ Ô¼æ» ù ÔòÅ Çò¼Ú ñÇÔðÅò¶×ÆÍ ñ¯Õ» ù Õ°Þ òÆ ÕÇÔä Ü»
ÇçÖÅÀ°ä çÆ ÜðÈðå éÔÆº Ô°³çÆ ÇÕ À°Ô ÇÕÃ¶ ÚÆ÷ ìÅð¶ ÇÕÔ¯ ÇÜÔÅ îÇÔÃÈÃ Õðç¶ ÔéÍ ÇÂ¼æ¯º å¼Õ ÇÕ
ÇòÁÕåÆ ç¶ ÇÚÔð¶ çÅ ð³× òÆ ÇÂÔ ÇçÖÅ ÃÕçÅ ÔË ÇÕ À°Ô ÇÕò¶º çÅ îÇÔÃÈÃ Õð ÇðÔÅ ÔËÍ À°çÅÔðé ñÂÆ
Ü¶Õð ÔñÕ¶ ð³× ç¶ ñ¯Õ êð¶ôÅéÆ Çò¼Ú Ô°³ç¶ Ôé å» À°Ôé» çÆ ÚîóÆ çÅ ð³× ñÅñ Ô¯ Ü»çÅ ÔË Ü» Ü¶Õð
À°Ô ÇÚ³å» Çò¼Ú Ô°³ç¶ Ôé å» À°Ôé» çÅ ð³× êÆñÅ Ô¯ Ü»çÅ ÔËÍ ÃðÆðÕ íÅôÅ ÃÔÅÇÂåÅ Õðé Ü» ÃÔÅÇÂåÅ
éÅ Õðé Çò¼Ú òÆ ÃÔÅÇÂÕ Ô¯ ÃÕçÆ ÔËÍ
ÇÂÕ ð¯ÚÕ å¼æ ÔË ÇÕ ÇÂ¼Õ Á³é·Å ì¼ÚÅ Üç¯º Ö¹ô Ô°³çÅ ÔË å» À°Ô î¹ÃÕðÅÀ°ºçÅ ÔË ÔÅñ»ÇÕ À°Ãé¶ Õç¶
î¹ÃÕðÅÔà éÔÆº ò¶ÖÆ Ô°³çÆ Í
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Ã³Õ¶å (Gestures):  Ã³Õ¶åÕ Ã³ÚÅð Çò¼Ú ÇÚÔð¶ ç¶ ÔÅò íÅò, Ô¼æ» ç¶ Ã³Õ¶å, Á¼Ö» éÅñ ò¶ÖäÅ Áå¶
ÃðÆðÕ ÁÅÃä ôÅîñ Ô°³çÅ ÔËÍ À°çÅÔðé ç¶ òÜ¯º î¹ÃÕðÅÀ°äÅ, Ô¼æ ÇîñÅÀ°äÅ Áå¶ Õ°Þ ÕÇÔä ç¶ ñÂÆ
ÇÕÃ¶ ÖÅÃ À°º×ñ ù Ú¹¼ÕäÅ Áå¶ ñÇÔðÅÀ°äÅ Ã³Õ¶å» Çò¼Ú ôÅîñ ÔËÍ À°çÅÔðé ç¶ ñÂÆ Ü¶Õð å°ÃÆº ÇÕÃ¶
ç¯Ãå ù ÇÕÃ¶ ô¯ð òÅñÆ æ» À°µå¶ ò¶Öç¶ Ô¯ å» å°ÃÆº ÜðÈð î¹ÃÕðÅú×¶ Áå¶ ÁÅêä¶ ç¯Ãå ò¼ñ Ô¼æ
ÇÔñÅú×¶Í å°ÃÆº ÁÅêä¶ ç¯Ãå ù ò¼â¶ Þ°Èñ¶ ò¼ñ ÇÂôÅðÅ Õð¯×¶ ÇÜ¼æ¶ ÇÕ å°ÃÆº À°Ãù ÇîñäÅ ÚÅÔ°³ç¶ Ô¯Í
å°ÃÆº ÇÂÔ ÃÅðÅ Õ°Þ Çìé» Õ¯ÂÆ ôìç ÕÔ¶ Õð ÃÕç¶ Ô¯Í ÇÂÃçÆ Ãí å¯º ò¼âÆ çÈÜÆ À°çÅÔðé ÇÕzÕà çÅ
Á³êÅÇÂð ÔË ÇÜÃç¶ Õ¯ñ ÇÂÔ çðÃÅÀ°ä ñÂÆ ÇÕ ìËàÃîËé ÁÅÀ±à Ô¯ Ç×ÁÅ ÔË Ü» À°Ãé¶ ÚÅð Ü» Û¶ ç¯ó»
 êzÅêå ÕÆåÆÁ» Ôé  ñÂÆ ò¼Ö-ò¼Ö ÇÂôÅð¶ Ô°³ç¶ ÔéÍ
×Ëðî½ÇÖÕ ×¼ñìÅå ç¶ î¹¼Ö Çå³é ñÅí ÔéÍ ñ¯Õ ÇÂé·» ù ð¯÷ÅéÅ çÆ Ç÷³ç×Æ Çò¼Ú
ÁÅî ÔÆ òðåç¶ ÔéÍ
ÇÂÃçÅ êÇÔñÅ ñÅí ÇÂÔ ÔË ÇÕ ÇÂÃ çÆ òðå¯º ÔÅñ ê¹¼Ûä, ô°íÕÅîéÅò» ç¶ä ñÂÆ
ÕÆåÆ Ü»çÆ ÔËÍ ÇÂÃç¶ Çò¼Ú Ô¼æ ÇÔñÅÀ°äÅ, Ü¼øÆ êÅÀ°äÅ Áå¶ ÃÇñÀ±à ÕðéÅ ôÅîñ
ÔËÍ À°çÅÔðé ç¶ ñÂÆ Üç¯º å°ÃÆº ÁÅêä¶ ÇÕÃ¶ ç¯Ãå ù ÃÕÈñ ÜÅä ò¶ñ¶ ðÃå¶ Çò¼Ú
ò¶Öç¶ Ô¯ å» å°ÃÆº À°é·» ò¼ñ Ô¼æ éÅñ ÇÂôÅð¶ Õðç¶ Ô¯ ÇÜÃç¶ ÕÂÆ Áðæ Ô°³ç¶ Ôé ÇÂ¼Õ å» å°ÃÆº À°é·» ù
ÁÅêä¶ ìÅð¶ ç¼Ã Çç¼åÅ ÇÕ å°ÃÆº áÆÕ Ô¯ å¶ çÈÜÅ ÁÅêä¶ ç¯Ãå çÅ òÆ ÔÅñ ê¹¼Û ñËºç¶ Ô¯ ÇÕ ÕÆ å°ÃÆº áÆÕ
Ô¯? Ô¯ð Ç÷ÁÅçÅ ðÃîÆ (Formal) ÔÅñ ê¹¼Ûä ñÂÆ ÁÅêä¶ Õ³î òÅñ¶ ÃæÅé å¶ ÁÅêä¶ ì½Ã/îÅñÕ ç¶ éÅñ
Ô¼æ ÇîñÅÀ°äÅ ôÅîñ ÔËÍ ÃËÇñÀ±à çÆ òðå¯º ÔÇæÁÅðì³ç ÃËéÅ Çò¼Ú ÕÆåÆ Ü»çÆ ÔËÍ ÃËéÅ  Çò¼Ú
å°ÃÆº À°ç¯º ÃËÇñÀ±à Õðç¶ Ô¯ Üç¯º å°ÃÆº ÁÅêä¶ å¯º ò¼â¶ ðËºÕ/êçòÆ òÅñ¶ ÇòÁÕåÆ ù ò¶Öç¶ Ô¯Í
ÇÂÃçÆ çÈÜÆ òðå¯º ÖÅÃ ×¼ñìÅå (specific communication) ñÂÆ ÕÆåÆ Ü»çÆ ÔËÍ À°çÅÔðé ñÂÆ Õ³î
Õðé òÅñ¶ ñ¯Õ ÁÅêäÆ é½ÕðÆ Çò¼Ú ÕÂÆ åð·» ç¶ ÇÃ×éñ»/ÇÂôÅÇðÁ» çÆ òðå¯º Õðç¶ ÔéÍ ÇÂÃ çÆ
îÔ¼åòêÈðé òðå¯º À°ÃÅðÆ (construction) ç¶ Õ³î» Çò¼Ú ÕÆåÆ Ü»çÆ ÔË, Üç¯º ÇÂ¼Õ Õ³î Õðé òÅñÅ
ÇòÁÕåÆ Õð¶é ç¶ ÁÅêð¶àð ù Ãí Õ°Þ Ã¹ð¼ÇÖÁå ð¼Öä ñÂÆ ÇÂôÅðÅ ÕðçÅ ÔËÍ ÇÂÔ ÇÂôÅð¶ ìÔ°å ÔÆ ÖÅÃ
Ô°³ç¶ Ôé Ü¯ ÇÜ ÁÅêð¶àð ù Ö¼ì¶, Ã¼Ü¶ Ü» À°µêð Ú¹¼Õä Áå¶ Ô°¼Õ ù Ô¶á» ò¼ñ Õðé çÅ ÇÂôÅðÅ Õðç¶ ÔéÍ
ÇÂÃçÆ çÈÜÆ îÔ¼åòêÈðé òðå¯º ÇÚé· íÅôÅ (sign language)  Çò¼Ú ÕÆåÆ Ü»çÆ ÔËÍ ÇÂÃ åð·» çÆ ×¼ñìÅå
À°é·» ñ¯Õ» ñÂÆ ëÅÇÂç¶î³ç Ô°³çÆ ÔË ÇÜé·» ù Ã¹äé Çò¼Ú î¹ôÇÕñ Ô°³çÆ ÔË Ü» Ü¯ ì¯ñ¶ Ô°³ç¶ ÔéÍ À°Ô ÖÅÃ
ÚÆÜ» ìÅð¶ ×¼ñìÅå Õðé  ñÂÆ Ô¼æ» ç¶ ÇÂôÅð¶ Áå¶ ì¹¼ñ» ç¹ÁÅðÅ êó·é (lip reading) çÆ òðå¯º Õðç¶ ÔéÍ
ÇÂÃ çÅ åÆÜÅ ñÅí ÁäÇÂ¼ÛÕ ÇòÚÅð êz×à Õðé (involuntary nonverbal communication)

ñÂÆ ÕÆåÅ Ü»çÅ ÔËÍ ÇÂÔ ×åÆÇòèÆÁ» Áå¶ é÷ðÆÂ¶ Ô°³ç¶ Ôé Ü¯ ÇÕ ÇÂÔ ÇçÖÅÀ°ºç¶ Ôé
ÇÕ ñ¯Õ ÇÕò¶º îÇÔÃÈÃ Õðç¶ ÔéÍ Ç÷ÁÅçÅåð Üç¯º ñ¯Õ ÇÂÔ¯ ÇÜÔ¶ Õ³î Õðç¶ Ôé å» À°é·»
ù êåÅ òÆ éÔÆº Ô°³çÅ ÇÕ À°Ô ×¼ñìÅå Õð ðÔ¶ Ôé, ÇÕÀ°ºÇÕ ÇÂÔ Õ³î ÁÅêä¶ ÁÅê Ô¯
Ü»ç¶ ÔéÍ À°çÅÔðé  ñÂÆ  Ü¶Õð ÇòÁÕåÆ Þ°Õ Õ¶ Ü» Ô¶á ò¼ñ îÈ³Ô ÕðÕ¶ ìËáÅ ÔË å»
ÇÂÃ çÅ Áðæ ÔË ÇÕ À°Ô À°çÅÃ ÔËÍ ÃÖå ÇçÃä òÅñÅ ÇòÁÕåÆ ÇÂÔ çðÃÅÀ°ºçÅ ÔË ÇÕ

À°Ô ×³íÆð îÈâ  Çò¼Ú ÔËÍ Üç¯º ñ¯Õ ÁÅêäÆÁ» Á¼Ö» ù ð×óç¶ Ôé å» ÇÂÔ çðÃÅÀ°ºçÅ ÔË ÇÕ À°Ô æ¼Õ¶ Ô¯Â¶
ÔéÍ ÇÂÔ ÃÅðÆÁ» À°çÅÔðé» çðÃÅÀ°ºçÆÁ» Ôé ÇÕ ñ¯Õ ÇÕò¶º îÇÔÃÈÃ Õðç¶ ÔéÍ
é¯à:  ç¹éÆÁ» Çò¼Ú ÔÅò íÅò Áå¶ Ã³Õ¶å ÇÂ¼Õ¯ ÇÜÔ¶ éÔÆº Ô°³ç¶ ÔéÍ Õ°Þ Ã³Õ¶å ÇÜò¶º ÇÕ Á³×ÈáÅ
ÇçÖÅÀ°äÅ (thumbs up) ïÈéÅÂÆâà Ãà¶à Çò¼Ú ô°¼í Ã³Õ¶å î³ÇéÁÅ Ü»çÅ ÔË, êð ÇÕÃ¶ çÈÜ¶
ç¶ô Ã¼ÇíÁÅÚÅð ç¶ Çò¼Ú ÇÂÃçÅ Áðæ ÇìñÕ°ñ ò¼ÖðÅ Ô¯ ÃÕçÅ ÔËÍ éÅÂÆÜÆðÆÁÅ Çò¼Ú
Á³×ÈáÅ ÇçÖÅÀ°ä çÅ Áðæ ÇÕÃ¶ çÆ ì¶ÇÂ÷åÆ ÕðéÅ ÔËÍ ÁÅÃàð¶ñÆÁÅ Çò¼Ú ÇÂÔ ÇÂ¼Õ
ÁôñÆñ ÁêîÅé ç¶ ìðÅìð ÔËÍ ÇÂÃçÆ ÇÂ¼Õ Ô¯ð ÔÅÃ¶ òÅñÆ À°çÅÔðé ÔË ÁÅêä¶ Õ³é
ç¹ÁÅñ¶ ÁÅêäÆ À°º×ñ Ø°îÅÀ°äÅÍ ÇÂÃ çÅ ÁîðÆÕÅ Áå¶ Õ°Þ
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çÈÜ¶ ç¶ô» ç¶ Çò¼Ú Áðæ å°ÃÆº êÅ×ñ Ô¯ (you’re crazy) Í êð ÁðÜéàÆéÅ Çò¼Ú ÇÂÃçÅ Áðæ ÔË ÇÕ å°ÔÅâ¶
ñÂÆ ë¯é ÕÅñ ÁÅÂÆ ÔËÍ
çÈÜÅ Ã³Õ¶å ÇÃð ù ÇÔñÅÀ°äÅ ÔË ÇÜÃçÅ Áðæ å°ÔÅâ¶ ðÇÔä Áé°ÃÅð êÈðÆ åð·» Áñ¼× Ô°³çÅ ÔË, ÇÕ å°ÃÆº
ÇÕ¼æ¶ ðÇÔ ðÔ¶ Ô¯ Í ç¹éÆÁÅ ç¶ ÇÜÁÅçÅåð ÇÔ¼Ã¶ Çò¼Ú ÇÂÃçÅ Áðæ ÃÕÅðÅåîÕ Ü» U Ô» U Çò¼Ú Ô°³çÅ ÔËÍ
êð ì¹ñ×ÅðÆÁÅ Áå¶ ×ðÆÃ ç¶ Õ°Þ ÇÔ¼ÇÃÁ» Áå¶ î¼è Çò¼Ú ÇÂÃçÅ Áðæ Ué»ÔU Çò¼Ú Ô°³çÅ ÔËÍ
ÁäÇÂ¼ÛÕ Ã³ÚÅð çÆ çÈÜÆ À°çÅÔðé ÔË, ÁËºàÆÃÆê¶ôé ù ÇçÖÅÀ°ä ñÂÆ ÁÅêä¶ Ô¼æ» ù ð×óéÅ, À°åÅòñ¶
Ô¯äÅ Áå¶ À°º×ñÆÁ» ù àËê ÕðéÅ Ü» âð³î ÕðéÅ, ØìðÅÀ°ä å¶ éÔ°³ Ú¼ìäÅ Áå¶ ×ÇÔðÅÂÆ ç¶ Çò¼Ú
Ã¯Úä å¶ ×¼ñ· À°µå¶ Ô¼æ Ü» À°º×ñ ð¼ÖäÅÍ
×Ëðî½ÇÖÕ Ã³ÚÅð Çò¼Ú ôÅîñ ÔË – êz¯ÕÃÆÇîÕÃ (Proxemics) –ÇÕ ÁÃÆº ÇÕò¶º ÁÅêäÆ Çé¼ÜÆ æ» çÆ òðå¯º
Õðç¶ Ô», Á¼Ö» ç¹ÁÅðÅ ÇÕò¶º ò¶Öç¶ Ô», ÇÚÔð¶ ç¶ ÔÅò íÅò ÇÕò¶º Ôé , Ã³Õ¶å, ÖÅÃ ÕðÕ¶ Ô¼æ» Áå¶ ìÅÔ»
çÆ òðå¯º ÇÕò¶º Õðç¶ Ô» , Õ¼êó¶ ÇÕÔ¯  ÇÜÔ¶ êÇÔéç¶ Ô»Í êËðÅñËº×°Â¶÷ ÁòÅ÷» Ü¯ ÇÕ ÁÃÆº ìäÅÀ°ºç¶ Ô»
ÇÜò¶º ÇÕ À°µë, îîîî , Ô°³ÔÔÔÔ ÁÅÇçÍ ÇÂÃ ÃËôé Çò¼Ú Çç¼å¶ ×Â¶ ×Ëðî½ÇÖÕ Ã³Õ¶å» ç¶ é¯àÃ ù ÇèÁÅé
éÅñ êó·¯Í
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×Ëð î½ÇÖÕ Ã³Õ¶å (NON VERBAL CUES)

· ÇÚÔð¶ ç¶ ÔÅò íÅò (Facial expressions)
· ÃðÆðÕ íÅôÅ (Body language)
· Á¼Ö» ðÅÔÆº Ã³êðÕ (Eye contact)
· êÇÔðÅòÅ Áå¶ ÃðÆðÕ Çç¼Ö (Dress and physical appearance)
· Ã³Õ¶å (Gestures)

Ç÷ÁÅçÅåð ñ¯Õ Û¶ åð·» çÆÁÅ î¹ãñÆÁ» íÅòéÅò» ù êÇÔÚÅä ÃÕç¶ Ôé Áå¶ À°é·» ù êz×à Õð ÃÕç¶
Ôé Í

À°çÅÃ Ô¯äÅ (Sadness) ×°¼ÃÅ (Anger)

Ö¹ôÆ (Happiness) ÔËðÅéÆ (Surprise)

éëðå (Disliking)
âð (Fear)
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Õ³î òÅñ¶ ÃæÅé å¶ ×Ëðî½ÇÖÕ Ã³Õ ¶å  (NON VERBAL CUES AT
WORKPLACE)

Ô¶á» Çç¼å¶ ×Â¶ ÔÅñÅå» À°µå¶ ÁèÅÇðå êzôé» ç¶ À°µåð Ççú:
    #A
Damanjit was complaining about the work he had to do on the job. His supervisor, Mr. Ritesh, looked
at him crossed his arms and frowned.

1. What is the inappropriate behavior?

     ____________________________________________________________________

2. What are the non-verbal cues?

    ____________________________________________________________________

3. How should Damanjit correct the behavior ?

   #2

Julie is very friendly with Koel on the job. She always jokes with Koel and helps Koel do her work.
She doesn’t really talk to anyone else. She never helps other workers. When she does talk to other
workers, like Suraj, they often turn away and ignore her.

1. What is the inappropriate behavior?

    ____________________________________________________________________

2. What are the cues?

    ____________________________________________________________________

3. How could he correct the behavior?

    ____________________________________________________________________

   #3

Jay is a great worker at Coffee Day. He’s young and has an unhappy family life, but he does a good
job for you. He always has a frown on his face though. When customers ask him for an extra napkin
or coffee, he always gets it for them, but he scowls and shrugs while he’s doing it. So, the customers
are left feeling like they have been an inconvenience to him. He also walks around looking at the floor
with his shoulders slouched down. You would think he didn’t like himself very well.
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1. What is the inappropriate behavior?

    ____________________________________________________________________

2. What are the cues?

    ____________________________________________________________________

3. How could he correct the behavior?

   ____________________________________________________________________

    #4

Sohini works at a cyber cafe. She knocks into things and uses quick, jerky motions. She often touches
people while she talks to them and puts her hands on their shoulders.

What is the inappropriate behavior?

____________________________________________________________________

What are the cues?

____________________________________________________________________

How could she correct the behavior?

____________________________________________________________________
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Ã³ì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 20: Õ³î òÅñ¶ ÃæÅé À°¼å¶ ×¼ñìÅå (Workplace Communication)

Õ³î òÅñ¶ ÃæÅé À°¼å¶ ×¼ñìÅå ÕÆ Ô°³çÆ ÔË?
Õ³î òÅñ¶ ÃæÅé å¶ ÇÃÇÖÁÅðæÆ ù Çí³é-Çí³é åð·» çÆ ×¼ñìÅå Õðé ù ÇîñçÆ ÔËÍ ÇÂÃ éÅñ À°é·» ù
ÇÂÔ ÃîÞä çÆ ÜðÈðå êËºçÆ ÔË ÇÕ ÇÕò¶º Áñ¼×-Áñ¼× ÇÕÃî ç¶ ñ¯Õ» ù ÃîÞä ñÂÆ Çí³é-Çí³é åð·» çÆ
×¼ñìÅå çÆ ÜðÈðå Ô°³çÆ ÔËÍ À°é·» ù ÇÂÔ ÜÅäé çÆ ÜðÈðå Ô°³çÆ ÔË ÇÕ ÇÕò¶º ÇÃ¼è¶ ÔÆ ×¼ñìÅå ÕÆåÆ
Ü»çÆ ÔË Áå¶ ÇÕò¶º ÁÅêäÆ ÜðÈðå» ù ç¼ÇÃÁÅ Ü»çÅ ÔËÍ
Õ³î òÅñ¶ ÃæÅé À°¼å¶ ×¼ñìÅå çÆ î¹ÔÅðå Ü» Ô°éð (Workplace Communication
Skills)
×¼ñìÅå ç¯ åð·» çÆ Ô°³çÆ ÔË ÇÂ¼Õ ðÃîÆ Áå¶ çÈÜÆ ×Ëð ðÃîÆ (formal and informal)Í ×Ëð-ðÃîÆ ×¼ñìÅå
êÇðòÅðÕ îËºìð» Áå¶ ç¯Ãå» ÇòÚÕÅð Ô°³çÆ ÔË êð Üç¯º ×¼ñ ðÃîÆ ×¼ñìÅå çÆ Ô°³çÆ ÔË å» ÇÂÃçÅ ÇÂ¼Õ
ÃñÆÕÅ Áå¶ Õ°Þ Çéïî Ô°³ç¶ Ôé ÇÜé·» çÆ ÇÃÇÖÁÅðæÆ ù êÅñäÅ ÕðéÆ ÚÅÔÆçÆ ÔËÍ ÇÂ¼æ¶ å°ÔÅù Õ³î
òÅñ¶ ÃæÅé À°¼å¶ êzíÅòôÅñÆ ×¼ñìÅå Õðé ñÂÆ Õ°Þ Ã¹ÞÅÁ ç¼Ã¶ ÜÅ ðÔ¶ Ôé ÇÜé·» çÆ òðå¯º å°ÃÆº
ÁÅêä¶ Ô¶á Õ³î Õðé òÅñ¶, ÁÅêä¶ éÅñ Õ³î Õðé òÅñ¶ Áå¶ ÁÅêä¶ å¯º ÃÆéÆÁð ÇòÁÕåÆÁ» éÅñ ×¼ñ
Õðé ò¶ñ¶ Õð ÃÕç¶ Ô¯Í
    ·  Ãêôà Áå¶ êÅðçðôÆ ìä¯ (Be Clear and Transparent) : å°ÔÅù ÁÅêä¶ Õ³î òÅñ¶ ÃæÅé å¶
     ×¼ñìÅå Çò¼Ú ìÔ°å Ç÷ÁÅçÅ Ãêôà Áå¶ êÅðçðôÆ Ô¯ä çÆ ÜðÈðå Ô°³çÆ ÔËÍ ÇÜÔóÆÁ» ×¼ñ» ç¶ ç¯
    Áðæ ÇéÕñç¶ Ô¯ä À°é·» å¯º ìÚ¯Í å°ÃÆº Ü¯ òÆ ×¼ñìÅå Õðç¶ Ô¯ ÇÜò¶º ÇÕ Çéïî» Çò¼Ú ÇÕÃ¶ ìçñÅò
     çÆ Ü» Ô¯ð éÆåÆÁ» çÆ å» Ôð ÇÂ¼Õ ÚÆÜ Ú³×Æ åð·» ÃÔÆ åðÆÕ¶ éÅñ À°çÅÔðé ÃÇÔå ÇìÁÅé ÕÆåÆ
     ÜÅäÆ ÚÅÔÆçÆ ÔËÍ
   · Ú³×Æ åð·» ÇåÁÅðÆ ÕðÕ¶ ð¼Ö¯ (Be Well Prepared): ÇÂÃ ×¼ñ ù ïÅç ð¼Ö¯ ÇÕ ÇÂÔ êz¯ëËôéñ
     ×¼ñìÅå ÔËÍ ÇÂÃ ñÂÆ å°ÃÆº Ü¯ òÆ ×¼ñìÅå ÁÅêä¶ òðÕð» Ü» ÃÅæÆÁ» éÅñ ÕðéÅ ÚÅÔ°³ç¶ Ô¯,
    À°ÃçÆ ÃÔÆ åðÆÕ¶ éÅñ âÅÕÈîËºà¶ôé (ÇñÖåÆ êzîÅä) å°ÔÅâ¶ Õ¯ñ ÜðÈð Ô¯äÆ ÚÅÔÆçÆ ÔËÍ å°ÃÆº Ü¯ òÆ
    ×¼ñìÅå ÕðéÅ ÚÅÔ°³ç¶ Ô¯ Ü¶Õð À°Ã Çò¼Ú¯º Õ¯ÂÆ ÇÂ¼Õ ×¼ñ òÆ ÇòÚÅð Õðé å¯º ðÇÔ Ü»çÆ ÔË å» À°Ô
    Á¼×¶ Ú¼ñ Õ¶  å°ÔÅâ¶ ñÂÆ Áå¶ å°ÔÅâ¶ ÃÅæÆÁ» ñÂÆ î¹ôÇÕñ ìä ÃÕçÆ ÔËÍ
    · ÃÔÆ ðÔ¯ (Be Precise) : å°ÃÆº ÇÂ¼æ¶ Ã³ÃæÅ Ü» ÁÅð×¶éÅÂÆÜ¶ôé ç¶ ìÅð¶ ×¼ñìÅå Õðé ç¶ ñÂÆ Ô¯
      ÇÂÃ ñÂÆ å°ÔÅù Ôð ÇòÁÕåÆ ç¶ ñÂÆ Ãî» ç¶äÅ ÚÅÔÆçÅ ÔË Ü¯ ÇÕ å°ÔÅâ¶ éÅñ Õ³î ç¶ Çò¼Ú ÇÃ¼è¶ Ü»
     ÁÇÃ¼è¶ ã³× ç¶ Çò¼Ú Ü°ÇóÁÅ Ô¯ÇÂÁÅ ÔËÍ ÇÂÃç¶ ñÂÆ å°ÔÅù ÃàÆÕ Ü» ÃÔÆ Ô¯äÅ ÚÅÔÆçÅ ÔËÍ ÇÂÃ ñÂÆ
    ×¼ñìÅå ù ×Ëð ÜðÈðÆ ×¼ñ» ç¶ Çò¼Ú éÅ ÇÖ¼Ú¯ , ÇÃ¼è¶ ÔÆ î¹¼ç¶ çÆ ×¼ñ Õð¯Í
   · ÃèÅðé ðÔ¯ (Be Generic) : êz¯ëËôéñ ê¼èð À°¼å¶ ×¼ñìÅå Õðç¶ Ãî¶º å°ÔÅù ÃèÅðé ê¼èð å¶
    ×¼ñìÅå çÆ ÜðÈðå Ô°³çÆ ÔËÍ ÇÕÃ¶ çÆ ×ñåÆ ò¼ñ ÇÂôÅðÅ ÕðéÅ ÃÔÆ éÔÆº Ô°³çÅ ÔË ÇÕÀ°ºÇÕ ÇÂÃç¶
    ÕÅðé éåÆÜ¶ òÜ¯º àÕðÅÁ êËçÅ Ô¯ ÃÕçÅ ÔËÍ ÃøñåÅ Áå¶ ÁÃëñåÅ êzÅêå Ô¯ä å¶ ÇÂÃçÆ Ç÷³î¶òÅðÆ
    ñÂÆ    ôìç ÒÁÃÆºÓ çÆ òðå¯º Õð¯ Áå¶ Üç¯º å¼Õ ìÔ°å ÔÆ Ç÷ÁÅçÅ ÜðÈðÆ éÅ Ô¯ò¶ ÇÂÔ¯ ÇÜÔ¶ Ãî¶º ÇÕÃ¶
     ×ñåÆ ñÂÆ Òå±³Ó ôìç çÆ òðå¯º éÅ Õð¯
·  · Ççzó ðÔ¯ (Be Assertive): ×¼ñìÅå ù ÇçzóåÅ éÅñ Õð¯Í ÇÂÔ ÇÂÔ¯ ÇÜÔÆ Ô¯äÆ ÚÅÔÆçÆ ÔË ÇÕ ÇÜÃ
     éÅñ å°ÔÅé±³ Áå¶ Ü¯ ÇòÁÕåÆ  å°ÔÅâ¶ ÃÅÔîä¶ ÔË, ù ñÅí Çîñ¶Í Ü¯ òÆ å°ÃÆº ÕÇÔäÅ ÚÅÔ°³ç¶ Ô¯ À°Ãù
     Ö¹¼ñ· Õ¶ ÕÔ¯ Áå¯ Ü¯ òÆ å°ÃÆº ÕÇÔ³ç¶ Ô¯ À°Ô ÇÂîÅéçÅðÆ éÅñ ÕÔ¯Í ÇÂÔ¯ ÇÜÔ¶  Ãî¶º ÃÅù çÈÇÜÁ» çÆÁ»
     íÅòéÅò» çÆ Õçð ÕðéÆ ÚÅÔÆçÆ ÔËÍ
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   · î³é Õ¶ éÅ Ú¼ñ¯ (ÕñêéÅ éÅ Õð¯) (Do Not Assume): Õç¶ òÆ Õ³î ù ÁÅêä¶ ò¼ñ¯º ÔÆ Ã¯Ú Õ¶ éÅ
    Õð¯, Ø¼à¯-Ø¼à ×¼ñìÅå ìÔ°å ÜðÈðÆ Ô°³çÆ ÔËÍ À°çÅÔðé ñÂÆ î³é ñò¯ ÇÕ ÕÂÆ Õ³î Ôé, Ü¯ ÇÕ ÕÆå¶
   ÜÅä¶ Ôé, ÇÂÃ¶ ñÂÆ ÇÂÔ ïÕÆéÆ ìäÅú ÇÕ å°ÃÆº ÇÂé·» ÃÅð¶ Õ³î» ù Á³Çåî éåÆÜ¶ ù î¹¼Ö ð¼ÖÇçÁ»,
   ÃêôàåÅ éÅñ Õð¯Í ÇÂÔ éÅ Ã¯Ú¯ ÇÕ ÇÂÃ Õ³î ù Õðé Çò¼Ú ôÅîñ ÃÅð¶ ÇòÁÕåÆ, ÃÅðÆÁ» ×¼ñ» ÜÅäç¶
   Ôé ÇÕ Õ³³î ù ÇÕò¶º ÕÆåÅ ÜÅäÅ ÔËÍ
   · ç¯ êÅÃ¶ çÆ ×¼ñìÅå ù À°åôÅÇÔå Õð¯ (Encourage Two-Way Communication): Ôî¶ôÅ çÈÜÆ
    Çèð ù òÆ î½ÕÅ ÇçúÍ Üç¯º å°ÃÆº ÁÅêäÆ ×¼ñ êÈðÆ Õð ñËºç¶ Ô¯ å» çÈÇÜÁ» ù êzôé ê¹¼Û¯ Áå¶ À°Ôé» ç¶
    ÇòÚÅð òÆ ÜÅäé çÆ Õ¯Çôô Õð¯Í ÇÂÃ åð·» çÆ ç¯ êÅÃ¶ òÅñÆ ×¼ñìÅå ç¶ éÅñ òèÆÁÅ Ã³ÚÅð Ô°³çÅ ÔË
   Áå¶ å°ÔÅù ÇÂÔ òÆ êåÅ ñ¼× Ü»çÅ ÔË ÇÕ ÇÕÃ¶ ÖÅÃ Ãî¼ÇÃÁÅ ìÅð¶ ñ¯Õ» ç¶ ÕÆ ÇòÚÅð ÔéÍ å°ÃÆº ÇÂÔ
    Õç¶ òÆ éÔÆº ÜÅäç¶ ÇÕ Õ½ä ìÔ°å ÔÆ òèÆÁÅ Ã¹ÞÅÁ ç¶ ÃÕçÅ ÔË Üç¯º å°ÃÆº ìÔ°å Ø¼à À°îÆç ð¼Öç¶ Ô¯Í
êzíÅòÆ ×Ëð î½ÇÖÕ Ã³ÚÅð (×¼ñìÅå)
î¹¼ñ·Å éÃð¹çÆé çÆ ÕÔÅäÆ  (A Mullah Nasruddin Story)
A renowned foreign scholar and his team members were passing through the town where Mullah
Nasruddin lived. The scholar was honored by the ministers of that town. During this ceremony the
foreign scholar said he wanted to have an intellectual discussion with the knowledgeable person in the
city.

The ministers wanted to have some fun, so they immediately summoned their Town Jester – the “wise
fool” – Mullah Nasruddin. As the news spread, a large crowd gathered to witness the “battle of wits”.

The foreign scholar did not speak the local language and the rustic Nasruddin could not understand or
converse in the foreign scholar’s language. So, the two wise men tried to communicate with each
other non-verbally in sign-language, while the audience looked on with fascination. The foreigner,
using a stick, drew a large circle on the sand. Mullah Nasruddin took the stick and divided the circle
into two. Then the foreigner drew a line perpendicular to the one Nasruddin had drawn and the circle
was now split into four quarters.

He motioned to indicate first the three quarters of the circle and then pointed to the remaining quarter.
In response to this Mullah Nasruddin made a swirling motion with the stick on the four quarters. Then
the foreigner made a bowl shape with his two hands side by side, palms up, and wiggled his fingers.

Nasruddin responded by cupping his hands palms down and wiggling his fingers. The foreign scholar
then bowed his head in deference before Mullah Nasruddin. Mullah Nasruddin smiled at the foreign
scholar and then he walked away.

Later the renowned foreign scholar explained the intellectual encounter to the city council. “Mullah
Nasruddin is truly a very learned man,” the foreign scholar said, “I told him that the earth was round
and he told me that there was the equator in the middle of the earth. I told him that the three quarters
of the earth was water and one quarter of it was land and he said that there were undercurrents and
winds. I told him that the waters warm up, vaporize and move towards the sky, and in reply to that, he
said that they cool off and come down as rain.”

Later, when he reached home, his wife was curious, so Mullah Nasruddin explained his version of
intellectual encounter: “This stranger has real good taste. He said that he wished there was a large
round tray of halwa (milk cake). I said that he could only have half of it. He said that the syrup should
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be made with three parts sugar and one part honey.

I agreed and said that they all had to mix well and blend properly. Next he suggested that we should
cook it on blazing fire. To this I suggested that we should pour crushed nuts on top of the halwa.” “It
was a very rewarding discussion,” said Nasruddin with a glow of self satisfaction, “and I am so proud
that I taught the foreign scholar the best recipe for halwa for which he will be grateful to me forever.”

                         SATURDAY SHIFT- DIALOGUES

Mr. Ramakrishna- It looks like we are going to have (to keep) the production line running on
                             Saturday.

Mr. Banerjee – I see

Mr. Ramakrishna – Can you come (in) on Saturday?

Mr. Banerjee - I think so.

Mr. Ramakrishna –That will be a great help.

Mr. Banerjee – Yes, Saturday is a great day for me, did you know that.

Mr. Ramakrishna - How do you mean?

Mr. Banerjee – It is my son’s birthday.

Mr. Ramakrishna – How nice. I hope you all enjoy it.

Mr. Banerjee - Thank you very much for your understanding.

Õ³î òÅñ¶ ÃæÅé ç¶ Ççzô (WORKPLACE SCENARIOS)
Ô¶á» Çç¼å¶ ×Â¶ ÃÆé ù êó· ¯ Áå¶ À°é·» êzôé» ç¶ ìÅð¶ ÚðÚÅ Õð¯ Ü¯ å°ÔÅâÆ ÕñÅÃ éÅñ
Ã³ì³Çèå Ôé :
1. Chetna works as a customer relation officer at a famous beauty clinic. She’s rude and doesn’t look
    at people when she talks to them. When she seats them, she tosses the menus on the table and
   walks off as though she is in a hurry and angry. She does not make the people feel welcome.

a). What is the inappropriate behavior?

    ____________________________________________________________________

    ____________________________________________________________________

b). What are the cues?

     ____________________________________________________________________

    ____________________________________________________________________

c). How could the behavior be corrected?

    ____________________________________________________________________

    ____________________________________________________________________
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2. Chetan works as IT support officer in a college. He usually slumps and holds his head down. He
    often shrugs and frowns when someone speaks to him.

a). What is the inappropriate behavior?

     ____________________________________________________________________

     ____________________________________________________________________

b). What are the cues?

    ____________________________________________________________________

   ____________________________________________________________________

c). How could he correct the behavior?

    ____________________________________________________________________

   ____________________________________________________________________
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Ãì³Çèå ÜÅäÕÅðÆ (Relevant Knowledge)

ÃËôé 21:ÇÂ³àðÇòÀ± Ô°éð (Interview Skills)

ÇÂ³àðÇòÀ± Ô°éð ÕÆ Ô°³ç¶ Ôé ?
ÁÅêäÆ ÇÂ³àðÇòÀ± çÆ ÇåÁÅð ÕðéÆ Í
Üç¯º å°ÃÆº ÇÂ³àðÇòÀ± ñÂÆ Ú¹ä¶ Ü»ç¶ Ô¯ å» å°ÔÅù ÁÅêä¶ ÁÅê Õ¯ñ¯º êzôé ê¹¼Ûä çÆ ÜðÈðå Ô°³çÆ ÔË – ÇÕ
å°ÔÅâ¶ ÕðÆÕ°ñî òÅÇÂà¶ (CV) Ü» ÁËêñÆÕ¶ôé Çò¼Ú ÕÆ ÃÆ ÇÜÃ Çò¼Ú îÅñÕ (employer) é¶ ð°ÚÆ
ÇçÖÅÂÆÍ ÇÜé·» çÆ ÇÂ³àðÇòÀ± ñÂÆ ÜÅäÆ Ô°³çÆ ÔË À°Ôé» çÆÁ» ÃÇÕ¼ñ Áå¶ êzÅêåÆÁ» ñ¼×í× ÇÂ¼Õ¯
ÇÜÔÆÁ» Ô°³çÆÁ» Ôé, ÇÂÃ ñÂÆ å°ÔÅù ÇÂÔ ÇçÖÅÀ°ä çÆ ÜðÈðå Ô°³çÆ ÔË ÇÕ å°ÃÆº ÔÆ ÇÂÃ é½ÕðÆ ñÂÆ Ãí
å¯º ã°¼Õò¶º Ô¯Í ÁÅêä¶ ÁÅê ù ÇÂ³àðÇòÀ± ñÂÆ ÇåÁÅð Õðé òÅÃå¶ Õ³êéÆ çÆ òËµìÃÅÂÆà ù ÚËµÕ Õð¯Í
Ü¶Õð Õ³êéÆ çÅ Õ¯ÂÆ Çñàð¶Úð À°êñ¼ìè ÔË å» À°Ãù êó·¯ Áå¶ Õ³êéÆ ìÅð¶ ò¼è å¯º ò¼è ÜÅäé çÆ Õ¯Çôô
Õð¯Í
ÁÅêäÆ Çç¼åÆ ×ÂÆ ÁðÜÆ Ü» ÃÆ.òÆ (ìÅÇÂú âÅàÅ) ç¶ Õ³àËºà (Content) ù ç¹ÔðÅúÍ
Ãí å¯º òèÆÁÅ ×¼ñ ÇÂÔ ÔË ÇÕ å°ÔÅù ÁÅêä¶ ìÅð¶ ÇÂ¼Õ Ãà¶àîËºà Ü» Õ°Þ ñÅÂÆé» ÇåÁÅð ÕðÕ¶ ð¼ÖäÆÁ»
ÚÅÔÆçÆÁ» Ôé å» Ü¯ å°ÃÆº ÁÕÃð ê¹¼Û¶ ÜÅä òÅñ¶ êzôé çÅ À°µåð ç¶ ÃÕ¯ ÇÜò¶º ÇÕ – U å°ÃÆº ÇÂÃ ê¯Ãà
ñÂÆ ÇÕÀ°º ÁêñÅÂÆ Õð ðÔ¶ Ô¯ ?U ÇÂÃ ñÂÆ ÓÕËðÆÁð Ãà¶àîËºàÓ À°ç¶ô (Carrer statement or objective)
ù ÇåÁÅð Õðé  ñÂÆ ÁÅêä¶ ìÅð¶ ×¼ñ Õðé çÅ ÁÇíÁÅÃ Õð¯Í ÇÂÃ¶ åð·» å°ÔÅù Õ°Þ Ô¯ð êzôé ê¹¼Û¶ ÜÅ
ÃÕç¶ Ôé ÇÜò¶º ÇÕ – ÕÆ å°ÃÆº ÁÅêäÆÁ» Õ¯ÂÆ Çå³é Ú³×ÆÁ» ×¼ñ» ç¼Ã ÃÕç¶ Ô¯?  ÁÅêäÆÁ» Õ¯ÂÆ Çå³é
ÃÇÕ¼ñ÷ çÆ ÃÈÚÆ ìäÅú Áå¶ À°é·» ù ÇÂ¼Õ Ü» ç¯ òÅÕ» ç¶ Çò¼Ú ÇìÁÅé Õð¯Í
å°ÔÅù ÇÂÔ ê¼ÕÅ êåÅ Ô¯äÅ ÚÅÔÆçÅ ÔË ÇÕ ÇÂ³àðÇòÀ± ÇÕ¼æ¶ ñÂÆ ÜÅ ðÔÆ ÔËÍÇÜ¼æ¶ å°ÔÅâÆ ÇÂ³àðÇòÀ± Ô¯äÆ
ÔË Ô¯ ÃÕçÅ ÔË ÇÕ À°Ã ÇìñÇâ³×  Çò¼Ú ÕÂÆ ëñ¯ð/î³Ç÷ñ» Ô¯ä ÇÂÃ ñÂÆ å°ÔÅù À°µæ¶ ÃÔÆ Ãî¶º å¶  êÔ°³Úä
ñÂÆ ã°¼Õò» Ãî» ç¶äÅ êò¶×Å ÔËÍ ÁÅêäÅ ðÈà ÇåÁÅð Õð¯ –ÇÂÔ ò¶Ö¯ ÇÕ À°µæ¶ êÔ°³Úä Çò¼Ú å°ÔÅù ÇÕ³éÅ
Ãî» ñ¼× ÃÕçÅ ÔËÍ å°ÔÅù Ãî¼ÇÃÁÅò» ÇÜò¶º ÇÕ ÁÅòÅÜÅÂÆ, êÅðÇÕ³× Áå¶ ÖðÅì î½Ãî ù òÆ Ãî» ç¶ä
çÆ ÜðÈðå ÔËÍ
ÕÆ å°ÃÆº ÜÅäç¶ Ô¯ ÇÕ å°ÔÅâÆ ÇÂ³àðÇòÀ± Õ½ä ñË ÇðÔÅ ÔË? ÇÂÔ Õ¯ÂÆ ÜðÈðÆ éÔÆº ÔË êð ÇÂÃ éÅñ å°ÔÅù
ÁÅêäÅ ÇèÁÅé Õ¶ºçÇðå Õðé ñÂÆ ÇÂ¼Õ Ã¹ÞÅÁ Çîñ ÃÕçÅ ÔËÍ
ÃëñåÅ ñÂÆ êÇÔðÅòÅ (Dress for success)
å°ÃÆ ÕÆ êÇÔäéÅ ÔË ÇÂÃç¶ ìÅð¶ å°ÔÅù êÇÔñ» ÔÆ ÇåÁÅðÆ Õðé çÆ ÜðÈðå Ô°³çÆ ÔËÍ å°ÃÆº Ü¯ òÆ êÇÔäéÅ
ÔË, À°Ô ÇÂÔ îåñì éÔÆº ÔË ÇÕ À°Ô éò» Ô¯ò¶, êð å°ÃÆº Ü¯ òÆ êÇÔéç¶ Ô¯ À°Ô Õ¼êó¶ ÃÅë Ã¹æð¶ Ô¯ä¶
ÚÅÔÆç¶ ÔéÍ ÇÂÔ¯ ÇÜÔ¶ Õ¼êó¶ êÇÔé¯ ÇÜé·» éÅñ å°ÃÆº Ã¯Ôä¶ ñ¼×¯ Áå¶ Ü¯ å°ÔÅâ¶ ñÂÆ ÁðÅîçÅÇÂÕ Ô¯äÍ
ÁÅî å½ð å¶ ×Èó¶ êñ¶é ð³× ç¶ ÃÈà ù êÇÔñ ç¶äÆ ÚÅÔÆçÆ ÔË Áå¶ ì³ÇçÁ» ù àÅÂÆ êÇÔäéÆ ÚÅÔÆçÆ ÔËÍ
Á½½ðå» ÜËÕ¶à ç¶ éÅñ ÃÕðà Ü» ÃîÅðà àðÅÀ°÷ð Ü» ðòÅÇÂåÆ ÃÅóÆ/ÃñòÅð ÕîÆ÷ êÇÔé ÃÕçÆÁ»
ÔéÍ å°ÔÅâ¶ ìÈà ÁðÅîçÅÇÂÕ Áå¶ ÃÅë Ô¯ä¶ ÚÅÔÆç¶ Ôé, Ü¶ êÅÇñô òÅñ¶ ìÈà Ô¯ä å» À°é·» ù êÅÇñô
ÜðÈð ÕÆåÆ Ô¯ÂÆ Ô¯äÆ ÚÅÔÆçÆ ÔËÍ å°ÔÅâ¶ òÅñ ÃÅë Ô¯ä¶ ÚÅÔÆç¶ Ôé Áå¶ ïÅç ð¼Ö¯ å°ÔÅù Ø¼à å¯º Ø¼à
×ÇÔä¶ êÇÔäé¶ ÚÅÔÆç¶ ÔéÍ å°ÔÅâÆ Çç¼Ö ìÔ°å ÇÜÁÅçÅ îÔ¼åò ð¼ÖçÆ ÔË Áå¶ å°ÃÆº ÃÔÆ êzíÅò
ìäÅÀ°äÅ ÚÅÔ°³ç¶ Ô¯Í Ú³³×Å ÇçÃä éÅñ å°ÔÅâÅ ÁÅåîÇòôòÅô ò¼èçÅ ÔËÍ
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ÇÂ³³àðÇòÀ± éÅñ Ãì³èå Çòô¶Ã ÃòÅñ (Typical interview questions)
ÁÅêä¶ ÁÅê ù Ôð ÇÂ³àðÇòÀ± Çò¼Ú ê¹¼Û¶ ÜÅä òÅñ¶ Õ°Þ ÁÅî êzôé» ç¶ À°µåð ç¶ä ñÂÆ ÇåÁÅð Õð¯Í å°ÃÆº
Õ°Þ À°é·» ×¼ñ» çÆ òðå¯º Õð ÃÕç¶ Ô¯ Ü¯ å°ÃÆº ñËòñ A ê¹ÃåÕ ç¶ Çò¼Ú ÇÃ¼Ö¶ ÔéÍ Ãí å¯º îÔ¼åòêÈðé
×¼ñ ÔË ÇÕ ÇÕÃ¶ òÆ ÚÆ÷ çÅ ÇçÖÅòÅ Õðé çÆ æ» Ü°ÁÅì ç¶ä ò¶ñ¶ ÃèÅðé å¶ ÃîÅðà åðÆÕ¶ éÅñ ÔÆ
Ü°ÁÅì ç¶ò¯Í
ÁÅî ê¹¼Û¶ ÜÅä òÅñ¶ êzôé :
      · Tell me about yourself

      · Why have you applied for this job and applied to this company?

      · What evidence can you offer that demonstrates you have the skills we are seeking?

      · Can you give me an example of a problem you have solved?

      · Why did you choose your particular degree?

      · What are your strengths and weaknesses?

      · Where do you see yourself in five years’ time?

       · What do you do in your leisure time?

                      ÇÂéë¯ ôÆà (A) – ÇÂ³³àðÇòÀ± åÕéÆÕ
     “ ÇÂÔ å°ÔÅâÆ Ç÷³ç×Æ ç¶ Ãí å¯º îÔ¼åòêÈðé
B@ Çî³à Ô¯ ÃÕç¶ ÔéÍ “

ÇÂ ³àðÇòÀ± å°ÔÅù
å°ÔÅâÆÁ» ôÕåÆÁ»,
êzÅêåÆÁ» Áå¶ å°ÔÅâ¶
Çé¼ÜÆ ×°ä» ìÅð¶ ÇÕÃ¶ ù
ç¼Ãä çÅ ÇÂ¼Õ î½ÕÅ Çç³çÆ
ÔËÍ

ÇÂÔ ÃËôé å°ÔÅù ÇÂÔ¯ ÇÜÔÅ Õ°Þ
Õðé çÅ î½ÕÅ Çç³çÅ ÔËÍ ÇÂÃ
Çò¼Ú å°ÃÆº ÇÂ¼Õ ÇÂ³àðÇòÀ± ñËä
òÅñ¶ çÅ ð¯ñ Õð¯×¶ Áå¶ å°ÃÆº
ÇÕÃ¶ çÈÜ¶ ÇÂ³àðÇòÀ± Çç³ç¶ Ô¯Â¶
ÇòÁÕåÆ çÅ ÇéðÆÖä Õð ÃÕç¶
Ô¯ å¶ À°Ã Õ¯ñ¯º ìÔ°å Õ°Þ ÇÃ¼Ö
ÃÕç¶ Ô¯Í

ÇÂÔ å°ÔÅâ¶ ñÂÆ Á×ñÆ
ÇÂ³àðÇòÀ±  Çò¼Ú òèÆÁÅ Õðé
ñÂÆ ÁÃñ Çò¼Ú ìÔ°å ÔÆ
îÔ¼åòêÈðé Ô¯ ÃÕçÅ ÔË Üç¯º U
å°ÔÅâ¶ Õ¯ñ Ç÷³ç×Æ Çò¼Ú ÇÂÔ
Ãí å¯º ò¼è îÔ¼åòêÈðé B@ Çî³à
çÅ Ãî» Ô°³çÅ ÔË!!U

Ç÷ÁÅçÅåð ñ¯Õ é½ÕðÆÁ» Áå¶
Õ¯ðÃ» ñÂÆ Ú¯ä çÆ ÇÂ³àðÇòÀ±
Ãî¶º ØìðÅ ÜÅç¶ Ôé? ÇÚ³åÅ
é±³ Ø¼à Õðé çÅ Áå¶ ÇÂ³àðÇòÀ±
ç¶ Ãî¶º Ú³×Æ ÕÅð×°÷ÅðÆ ñÂÆ
ÇÂ¼Õ åðÆÕÅ ÇÂÔ ÔË ÇÕ Ú³×Å
ÁÇíÁÅÃ ÕÆåÅ ÜÅò¶Í
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ÜÅäÕÅðÆ ôÆà (B)- ÇÂ³àðÇòÀ± åÕéÆÕ»
é½ÕðÆ Çòô¶Ã ñÂÆ ÜðÈðå» (JOB SPECIFICATIONS)

Õ³êéÆ ù ÇÂ¼Õ Ü¯ôÆñ¶ é¯Ü°ÁÅé çÆ ÜðÈðå ÔË Ü¯ ÇÕ Çç¼ñÆ Çò¼Ú ÇÂ¼Õ Ú¼ñ ðÔ¶
ÇÜ¼î Çò¼Ú ×ÅÔÕ Ã¹ÇòèÅ ÁÇèÕÅðÆ (Customer Care Executive) òÜ¯º Õ³î
Õð ÃÕ¶Í

ÇÂÔ ÇòÁÕåÆ ÇÂ¼Õ àÆî ç¶ ÇÔ¼Ã¶ òÜ¯º Õ³î Õðé ç¶ ÕÅÇìñ Ô¯äÅ ÚÅÔÆçÅ ÔË,
ÇÂ¼Õ Ú³×Æ ì¯ñÚÅñ òÅñÅ Ô¯äÅ ÚÅÔÆçÅ ÔË, Áå¶ À°Ãù ÇÜ¼î ñÂÆ Ø¼à Ü»
ò¼è Ãî» ç¶ä òÅñÅ Ô¯äÅ ÚÅÔÆçÅ ÔË, À°Ô Çç¼Ö Çò¼Ú Ã¯ÔäÅ Ã¹é¼ÖÅ å¶
ÇÃÔåî³ç Ô¯äÅ ÚÅÔÆçÅ ÔË, À°Ô ÃðÆðÕ Çë¼àéËµÃ ù ÕÅÇÂî ð¼Öä ñÂÆ
À°åÃ¹Õ Ô¯äÅ ÚÅÔÆçÅ ÔË Áå¶ ÃÅâ¶ àð¶Çé§× êz¯×ðÅî ñÂÆ òÚéì¼è Ô¯äÅ
ÚÅÔÆçÅ ÔËÍ

Çò¼ÇçÁÕ ï¯×åÅ – ABòÆº êÅÃ (ñ¯óÆºçÆ ÔË êð ÜðÈðÆ éÔÆº ÔË)Í

* ÇÂ³àðÇòÀ± ñËä òÅñÅ ÇÂ¼Õ ÇÜ¼î çÅ îËé¶Üð ÔËÍ
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ÜÅäÕÅðÆ ôÆà (C)- ÇÂ³àðÇòÀ± åÕéÆÕ»

ÇÂ³àðÇòÀ± ç¶ä òÅñ¶ ñÂÆ
ÚËµÕÇñÃà

ÇåÁÅðÆ (PREPARATION)
      · ÇÂÔ ÇéôÇÚå Õð¯ ÇÕ å°ÃÆº Õ¼êó¶ ÇÕÔó¶ êÇÔéä¶ ÔéÍ ÇÂÔ ÃÅë
         Ã¹æð¶ Ô¯ä¶ ÚÅÔÆç¶ ÔéÍ
     · ÁÅêä¶ Ãëð çÆ ï¯ÜéÅ ìäÅú å¶ ò¶Ö¯ ÇÕ å°ÔÅù ÇÂ³àðÇòÀ±
        òÅñ¶ ÃæÅé å¶ êÔ°³Úä ñÂÆ ÇÕ³éÅ Ãî» ñ¼×¶×ÅÍ
     · Õ³êéÆ  ìÅð¶ ÜÅäÕÅðÆ êzÅêå Õð¯Í
     · Õ°Þ êzôé ÇåÁÅð ÕðÕ¶ ð¼Ö¯Í
     · Õ°Þ À°µåð ÇåÁÅð ÕðÕ¶ ð¼Ö¯Í

ÇÂ³àðÇòÀ± (INTERVIEW)
      · ÇÂ³àðÇòÀ± òÅñ¶ ÃæÅé å¶ A@ Çî³à êÇÔñ» êÔ°³Ú¯ Í
      · ÇðÃËêôÇéôà Ü» ÃËÕàðÆ éÅñ ç¯Ãå» çÆ åð·» ê¶ô ÁÅú Ü¯ ÇÕ å°ÔÅù ÜÆ
         ÁÅÇÂÁÅ ÕÇÔ³çÅ/ÕÇÔ³çÆ ÔË Í
      · å°ÃÆº ÃÅë Ã¹æð¶ é÷ð ÁÅÀ°ä¶ ÚÅÔÆç¶ Ô¯Í
      · Ô¼æ ÇîñÅÀ°ä ñÂÆ ÇåÁÅð ðÔ¯Í
      · Üç¯º å¼Õ å°ÔÅù ìËáä ñÂÆ éÔÆº ÇÕÔÅ Ü»çÅ À°ç¯º å¼Õ ìËáä çÆ Õ¯Çôô éÅ
         Õð¯Í
      · ÁðÅî éÅñ ðÔ¯ Áå¶ êzôé» ù ìó¶ ÔÆ ÇèÁÅé éÅñ Ã¹ä¯Í
      · êzôé ê¹¼Ûä òÅñ¶ ò¼ñ ò¶Ö¯Í
      · ÁÅêäÅ À°µåð ç¶ä å¯º êÇÔñ» ÜðÈð Ã¯Ú¯Í
      · ÃÅë Áå¶ ÷ìðçÃå ÁÅòÅ÷ Çò¼Ú ì¯ñ¯Í
      · ÁÅêäÆ ð¹ÚÆ Áå¶ À°åôÅÔ ÇçÖÅúÍ
      · ÇÂîÅéçÅð ìä¯Í
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ÜÅäÕÅðÆ ôÆà (D)- ÇÂ³àðÇòÀ± åÕéÆÕ»
ÇÂ³àðÇòÀ± ç¶ä òÅñ¶
ñÂÆ ÚËµÕÇñÃà ÜÅðÆ
ÔË..

êzôé Ü¯ å°ÔÅù ê¹¼Û¶ ÜÅ ÃÕç¶ Ôé (QUESTIONS YOU MAY BE ASKED )
    · îËù ÁÅêä¶ ìÅð¶ ç¼Ã¯Í (Tell me about yourself)
    · å°ÃÆº é½ÕðÆ ÇÕÀ°º ÚÅÔ°³ç¶ Ô¯ ( Why do you want the job?)
    · å°ÔÅù ÇÕÀ°º ñ¼×çÅ ÔË ÇÕ å°ÃÆº é½ÕðÆ ñÂÆ áÆÕ Ô¯ (What makes you think you would
          be good at the job?)
   · å°ÃÆº ÁÅêä¶ ÇòÔñ¶ Ãî¶º Çò¼Ú ÕÆ Õðç¶ Ô¯ ?( What do you do in your spare time?)
   · å°ÃÆº ÕÆ Ã¯Úç¶ Ô¯ ÇÕ å°ÔÅé±³ ÇÕÔó¶ ÇÕÔó¶ ×°ä ÇçÖÅÀ°ä¶ êËä¶ Ôé ? ( What qualities do
           you think you have to offer?)
   · å°ÃÆº ÃÕÈñ ÇÕò¶º êÃ³ç ÕÆåÅ? (How did you like school?)
   · å°ÔÅâÆÁ» ôÕåÆÁ» Áå¶ Õî÷¯ðÆÁ» ÕÆ Ôé? (What are your strengths and
          weaknesses?)

êzôé Ü¯ å°ÃÆº ê¹¼Û ÃÕç¶ Ô¯ (QUESTIONS WHICH YOU MAY ASK)
ÇÂ³àðÇòÀ± ç¶ ç½ðÅé å°ÔÅù å°ÔÅâÆ é½ÕðÆ ìÅð¶ ÜÅäÕÅðÆ Çç¼åÆ ÜÅò¶×Æ, êð ÇÂÃ Ãî¶º ÕÂÆ
òÅðÆ å°ÔÅâ¶ Õ¯ñ Ãî» Ô°³çÅ ÔË ÇÕ å°ÃÆº Õ°Þ êzôé ê¹¼ÛäÅ ÚÅÔ°³ç¶ Ô¯Í ÇÂ³àðÇòÀ± ç¶ ÁÖÆð å¼Õ
ÇÂ³å÷Åð Õð¯ å¶ Üç¯º Ãî» ÇîñçÅ ÔË å» À°ç¯º Ô¶á» Çç¼å¶ êzôé å°ÃÆº ê¹¼Û ÃÕç¶ Ô¯ êð ïÅç ð¼Ö¯
Õç¶ òÆ ìÔ°å Ç÷ÁÅçÅ êzôé éÅ ê¹¼Û¯ Í
· Õ³î Õðé ç¶ ÁÅî å½ð å¶ ÇÕ³é¶ Ø³à¶ Ôé? ( What are the normal hours of work? )
· îËù ÇÕÔóÆ àð¶Çé§× Çîñ¶×Æ? (What training will I get? )
· êzî¯ôé Ü» åð¼ÕÆ ñÂÆ ÇÂ¼æ¶ Õ¯ÂÆ î½ÕÅ ÔË? (Are there any opportunities for promotion?
· îËº ÇÕÃç¶ éÅñ Õ³î Õð»×Å ? (Who will I be working with?)
· îºË ÇÃ¼è¶ å½ð å¶ ÇÕÃù Ü°ÁÅìç¶Ô Ô¯ò»×Å? (Who will I be directly responsible to?)

ð¹Ü×Åð ç¶ä òÅñ¶ ù ÕÆ ÜÅäé çÆ ÜðÈðå ÔË? (WHAT WILL THE EMPLOYER
NEED TO KNOW?)
· å°ÔÅâÆ Çò¼ÇçÁÕ ï¯×åÅò» ÕÆ Ôé? (What qualifications you have to offer.)
· å°ÔÅâ¶ Õ¯ñ Õ³î Ãî¶å ÇÕÔóÅ åÜðìÅ ÔË? (What experience you have including work
    experience.)
· å°ÔÅâÆ ÇÃÔå ÃåÔ ÇÕÔ¯ ÇÜÔÅ  ÔË? (The level of your health.)
· ÕÆ å°ÃÆº Õ³î Õðé ñÂÆ À°åÃ¹Õ Ô¯ Áå¶ ÚÅÔòÅé Ô¯?  (Whether you are keen, interested
      and  willing to work.)
· ÕÆ å°ÔÅâ¶ Õ¯ñ é½ÕðÆ ñÂÆ Ô°éð, ï¯×åÅ Áå¶ Çé¼ÜÆ ×°ä Ôé? (Whether you have the
    skills, abilities and personal qualities for the job.)
· ÕÆ å°ÃÆº êÇÔñ» Õ³êéÆ ìÅð¶ êÇÔñ» ÔÆ ÜÅäç¶ Ô¯?(Whether you have found out about the
     company beforehand.)
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ÜÅäÕÅðÆ ôÆà (E)- ÇÂ³àðÇòÀ± åÕéÆÕ»

ÇÂ³àðÇòÀ± ÚËµÕÇñÃà

ÇÂ³àðÇòÀ± ç¶ä òÅñ¶ ù å°ÃÆº ÕÆ ç¼Ã¯×¶ ? (WHAT WOULD YOU TELL THE
INTERVIEWEE?)

    · å°ÃÆ À°Ôé» å¯º Ã³íÅÇòå ÕÆ ÕðòÅÀ°äÅ ÚÅÔ°³ç¶ Ô¯, À°Ô ÇÕÃù Ü°ÁÅìç¶Ô Ô¯ä×¶? (What
         they would be expected to do, who they would be responsible to.)
    · åéÖÅÔ, Õ³î ç¶ Ø³à¶, Û°¼àÆÁ», ç¹êÇÔð ç¶ ÖÅä¶ çÅ êzì³è (Wages, hours, holidays, lunch
          arrangements.)
    · Çç¼åÆ ÜÅä òÅñÆ ÇÃÖñÅÂÆ (Training offered.)
    · íÇò¼Ö çÆÁ» Ã³íÅòéÅò» (Future prospects.)
    · Ã³Ãæ» çÆÁ» Õçð» - ÕÆîå» (Values of the organization)

ÇÂ³àðÇòÀ± ê zÇÕÇðÁÅ Çò¼Ú ÇÂ ³àðÇòÀ± ñËä òÅñÅ ÇòÁÕåÆ Ú¹äé Çò¼Ú ÇÕÔó¶
îÅêç³â ÁêäÅÀ°ºçÅ ÔË?
· ï¯×åÅ (Qualifications)
· Õ³î çÅ åÜðìÅ (Work experience)
· ÇÃÔå (Health.)
· Øð ç¶ ÔÅñÅå (íÅò Øð å¯º Õ³î òÅñÆ æ» çÆ çÈðÆ) (Home circumstances) (e.g. distance
        from home to work).
· Ô°éð/ï¯×åÅò» (Skills/abilities.)
· ôÖôÆÁå (Personality.)
· ð¹ÚÆ Áå¶ Õ³î Õðé çÆ ÇÂ¼ÛÅ (Interest and willingness to work.)
· Õ³êéÆ çÆ ÜÅäÕÅðÆ (Knowledge of the company.)
· êzôé Ü¯ ÕËºâÆâ¶à ê¹¼ÛçÅ ÔË (Questions the candidate asks.)
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ÁËÕàÆÇòàÆ ôÆà (A)- ÇÂ³àðÇòÀ± åÕéÆÕ»
Interviewee Bad pointsGood points

How is the interviewee sitting?

What impression does this give?

Is the interviewee prepared?

Is the interviewee looking at the interviewer?

Are the answers clear?

What impression does the interviewee give? Confident,
Nervous

Does the interviewee show interest and enthusiasm?

Are the questions easy/difficult?

Were they relevant?

Did the interviewee ask questions?

Other comments:
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ÁËÕàÆÇòàÆ ôÆà (B)- ÇÂ³àðÇòÀ± åÕéÆÕ»

1. Having taken part as an observer, interviewer and interviewee in today’s session,  list the skills,
     personal qualities or previous experiences you have which would be of value to a potential employer.

          __________________________________________________________________________________________

        __________________________________________________________________________________________

     __________________________________________________________________________________________

2.  List any concerns you may have about your management of any interview situation

          __________________________________________________________________________________________

          __________________________________________________________________________________________

       __________________________________________________________________________________________

3. Having watched or taken part in mock interviews, list the common weaknesses in an interviewee’s
     performance

         __________________________________________________________________________________________

          __________________________________________________________________________________________

       __________________________________________________________________________________________

4.  How could these be overcome?

         __________________________________________________________________________________________

      __________________________________________________________________________________________

     __________________________________________________________________________________________

5.  List 8 key factors important to an employer in interviewing a potential employee.

       1.

       2.

       3.

       4.

       5.

       6.

       7.

       8.


