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SIHGH fearfew (M3<Hs
(FUNCTIONAL ENGLISH(ADVANCED)
AT 1 : Irgd A=< gHTfee (CUSTOMER SERVICE

REPRESENTATIVES)

AEfag ATEaTat (Relevant Knowledge)

IIF HST SHIfEETr g ger I 7
fea aners mafen fougnefes araat & araa A=r AarfesT, My yrst & €°39 fée J¥,
& 3 A feedd ¢ It Iaatat AUTE3T & UHaH dde 9¢, SUTT M3 Irdar @ fegara fia
fsagae@er T |
o IHAHT AdfeH faugaefes fammer3g “CSR” @ @d A€ A€ I& |
o IHCHJ AIfew faugsaefe=s AT It araa Aer aufee (Aeq wianfalfes) Af €aat &
TUTT T (TH Aed) [T Sf&ar 8de T Age I& |
o 8T 83uT w3 Aeet € §9 Us I ASST € argdt § ATSdTd HUEMT deeTgT
M3 Iraat et faarfest er feuerar aos 3 €uat § Ao € &gt arudt 57%
T3 qa¢ I | 8T Tug w3 argat € LT ffq 993 ot vi3=yas meU RETfuz aae
5 18T v 39 3 JUst € U IMud HUI & BT HY A& I & |
o IF AT THE T dHEHT AdfeH fougrefes Saala® A 5T6-ddaa® AITfeaT at
UHaH gav 98 86 €3 A féegde g adt a7 mid ymst & §°39 &€ 9% arud Aer
AOTfesT &t yers Jae 95 |
o 8T ¥ A Jfse a95 marQ'e rdut U=fdle, Irod §a3Mt, arad AarfesT,
IJAGIT AT 319 3T ATTE3T AYUT HAS, IrdaT & HS™H W3 IS5 AYUT < g9
&d AaT I& |
g< At MU AEet f[<9 dIHeHd Aafen fougnefes € oW &t femrfmr a9 | vus A=g &
muSt Seua &g fag |
fomr St 397 € X BT uH gEB I €t Age3s et I I At &t Aee I fa ffa aners Aafen

N O O AW



fea g9 aroa AeT gHfeET g6 € BT FItet gy gEsIT= fen 39T 95 ¢
o IIBE™I (Communication) : ITIT AT FHTTEET WMANT IMIdT § 86 € It HIBE I |
fen wet feo vi3=yas J fa BT dar 3ie3 d96 @& < gwie I | §U dar i3 A
fors &7% Irud €t 31% Aes T8 S Agd I I9iE 96 #3 89 HuyU w3 Aune
TS M3 U39 foys € Gar <t 9 Idie 35 |
AT 87 §% B9 T I« : MAAd THeHd Aafer faugnefes & aast & ufgares
Uer J , faafest & sfisst Uer g 7 feg niy 3 gigseg A & grg @2 Ue g | fem
wet feg Guat et 993 It WI3=yas T Aer I fa G0 &3t fan St mifmr erdg e &
e gEE I It I5 |
o dfuGeg € HU93 JueT I= : THEe H3He J9s € BT AT JUaT & Areder yu3
I35 € BT fmHTET39 THeHT AIfeH faugnefew Tamar ot dfubeq & =93 aa9e 75 |
fen =&t Gust & dfubeq €t =93° € &9 It wnfaw adt Wt gatet M3 Qo msar-
MBI 3gT € Aecand fiue € Tar I Iie 96 3 §uat § fiegd ¢ &F =93 a9s1
Wet gratet |
¢ BT 5% feuds f&9 HI™93 dyeT I2 : WoHd Irdd fad™ T A'e & A< €9
THEHT HE'=T 378 HUIH dde U6 | fer &% feu Hy3=yds ge Aer J fa IHeHs
Aafen faugnefes § 99 M /i3, faHasT 3 Af3aatiar =& € 5% gfgeT ggter J |
o ferags W3 HEE-AF : IHeHT Aafen fougnfes & sutwr Idta &% »igmwt
gBSt MrESt Idtel I M3 983 HEE T93< I YId J9&T IIET I | A €S I
U39 fou Ate 95 3T 8ust & fedas W3 mee-A3T € 99 g™ doaT gter 7|

MU mforua bt gerfeat &t user 99 | fer nifemm & i[9 3t ffg s Aeg € fem
TH M MTIH AOHS ©F Irse3 © I3t fed anend Aafen fougaefe= &t dadt Aot 3414
3% AHSS 3 fonrs a9 € &t st et 996 & Har € 9Wie J |

1. A: Hi! How did your interview go?

B: Good. They said | had the skills of agood 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. | 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?



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 ,asit’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 1 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. Isitany good?

A:Yes, itis. 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: 1 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 1 should apply?

A:Yes. | do.

B: Alright. I will go online and apply for the job right away!

A: All the best!

B: Thanks!

Identify the sentences in the present perfect tense :-

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.



few fewrads @ faud € 293" I9d AUGE S I8 ©f afAd dd |

H&aE & fons &7 g | Agd AHT I 37 3AT fer & a&™ € <9 5 d95 &t afam a9 rae
T &9t 3T AT fen § We A7 & IS 9 AAE I M3 »a® fes au f&g mitfonr € 58t &
Ul

H&as

fem & ug -

1.1 (buy)amodem.
I have bought a modem.

2.1 not (buy) aCD.
I have not bought a CD.

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

1. By mistake | (keep) these old DVDs.

2. | 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, | (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.

7.1 (spend) less money for this computer than | 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.



AR 2: MUE o 79 Ar=daTaT o< (Describing Your job)

fues s € <9 At ffa anera Aafen fougrefes €t dadt & Uerets g9 gaur a3t
At | few i © f&9 gwt fidar fa fea nuas dadt &t fenfnr fa= &3t atet 71
FBUST d9 fa 33 % €T 3adt T 7 AT Ide At w3 a3T ufgea fen Sadt € g9
AEdTdt IS J9 € BT €3Fa T | g« Iot &3 ynst € G359 feb:

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?

nyE §739 § »uSt Seda ¢ T fau | 7 €39 3Rt g2 fafr T Gv 307t Sadt &F
e nuras faat femmfimr T

HfFA™ 1: MU=t Sadt T Ar=ardr €<t (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 Aand 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 asalary 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 s it located?

B:




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: lamworking 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: Whatelse is there?

B:

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

EXERCISE 2: (Connectors and Conjunctions)

Choose the appropriate conjunction / connector.

1. My main job is that of a Team Leader, I also answer calls sometimes. (but, yet, so)

2. | chose to take up the job in Delhi itis abigger organization. (so, as, and)

3. My waorking hours are from 9am to 7pm; you could say that 1 work 10 hours. (but, so,
because)

4. 1am doing an MBA I want to grow in my career. (and, though, because)

5. Inthe near future, I want to become a Call Center Manager. I have not worked in
amanagerial role before, 1am sure I will pick up the skills. (Though, For, But)

6. First, 1 used to be a call center agent. I became a Team Leader. (However, Then, In brief)

7. 1 like my new job. I love talking on the phone! (Nevertheless, Moreover,
Therefore)

fen fewmads & faud € ¥93° J9d AU9E 9 I8 ©f afan dd |

H& I & fos 5% U |7ad AMT 3 37 3T fen & a& ™ € &9 I% a9s ©f afe a9 Aae
T | 5at 3T It fem § W AT F B I AT T 93 IS fow auw &g mitfemr € st &
U



o fem & ug
1. I'told her I didn’t know how to make an omelette, so she offered to show me how. (conjunction)
2. 1'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 | didn’t know how. (conjunction)
4. I didn’t know how to make an omelette. Therefore she offered to teach me. (connector)

o JUTfEl : J&T gaN fIT &3 A3d/aAamaT (connectors/conjunctions) € @33 dda
UB g2t 99 | IF A3d/IAHAHGT ©f <93 €T A3t ATAIET J |

though however and but as

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

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



ATS 3: 8t el MUt a9&T (Applying for Leave)

Adfag A=arat (Relevant Knowledge)

fer nifonrfe @ feg AT Te3zdt Haw & &9 ¢ mumTe! ads & 979 fHEdT g<t &
wadt feye € et IAT SU Y Tanen g9 fHudT |

g ¢t migdt (fgdu39) at gt a7
gl & B niget fEq »ini Jearad €nw / feust U39 der T A fa rg ’rgr=t ¢ feg egiy
StgT /e 7 | A IgT @ g AuslansT € 59 g¥ Agdt M atst few 96 ¢
o ffT &= § ®t g1 3 7re 3 ufos™ f€a 8¢t € Het »igrt Aga &<t gaiet J | fen
€ &% AAET yduat § 8F yw i € 9 fineat fan gn fenast g Rue e fee
AaTfegT fset T |
e B2t T BT IAT IET B/ U3T HEAH ST gt © faaras dus ¥ fe9 narfesT
FIat 7|
o §°9 nifuaratut &y AN’ Bt AAET fS9 5™-QUsB 90 I T8 goHTTat & 99 Aredrat
v € BT wigat fodt At T
o MUSBtaHa gt (Formal) 3T € f&w faut Atet I M3 ferer sysT Angr @8 farfas
FgT AT T
o 21 T IS MI AHT mddT & 9 Ae Ae faftorr arer I
o WMUBAHS ENSB/U3T g MI Aure ol aer 7|
o 3T HEfuz Areardtt 9t #iuslams eis /039 © &9 et aent a5 |
o »igwt f&T 399t &< T8 § feu Aew €37 3= fa A< Jova<t 8¢t 3 TUR ua3dar 3°
SreT gt afder dfenm AgT i yar i3 dfenm g=ar|
&t € 3H& BT FoHaahit € Bet fe3 I 98 | 998 ant (@9m) € €3 g8<f © B
nigrt feue & Iantv fEe o5 | fer sya & w3 fen feust s ist § e ad 13 ad fa
fa=e fifq gaHgTat Mue f&Ht I9e add UH fesT & &t g MusTet a9 faar I |
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).




The reason for this is my master’s course examinations of the final term. The examinations
consist of the 10 papers that | 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 |
have to attend my brother’s wedding in Jamshedpur. | 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

nawt € sHS & ¢ dd | ot IAT It fe It Arearatnt S St ?
o W3t g 3 Qg ¥F uH faudt aret T |
o IIHTTGT & mge I gie M3t fodt T | feo 98 uH f&fgu Jfemm I
o AR & U39 yruz 97 T Grer v nige™ fen (Farde) 3 g fafumr T
o fom (FEvae) 3 e Yy fafamr fapur T |
o YT ' gHE U3d T HY FraT f&fumr gfen 3|
o U3d T WY I7IT 3 9T 8t BTt f&ftpr farnm T

BHAT 3- : EH® € IO E<t Bl Madl BT SHET|
IHT M BHS & 5T dT |



A Sample Employee Leave Application E-mail - 3

To... eshan, gathke @wisetech.com
hr @wisetech. com

Subject: Leave application for 21 days for personal reasons,

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. | need to be with her during the surgery and the
recovery period. The doctors have advised her three weeks of complete bed rest.
Therefore, | 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, | can be
contacted via phone/ internet.
Yours sincerely
JagjitAnand
Customer Service Representative
Employee — id 78910
gt gt € at gt € BTt 963t U39 (Mustans) ffe Mzg § decdisTd? es &
&2d @ &9 AT AQHGT & 9He ¥ UTH m&Tel s aiaT dfemT ger J | feg 3 fa uar <t
¥ YW 3 It §g 9T IUtET I | A9 §F B9 AT H® € HafAs 3 9 B 3¢ Iie 95|
Eerg9s et -
To: (recipient’s address)
CC: (the reporting manager’s personnel e-mail addresses)
Subject: Leave application for days for :
fen AoHs (Aadde) & fS9 AT 2¢1 @ dde & ATeddl Had @7 9 d 3T & Aae J
49t 3T EF A AAE T 11 B< fa feu 87t goe I 37 feg o I<ar fa fen & Aavae €
f&g &7 fafumr 7= | 79 feg » g9 7 fae fa 3ust Yt 3, 37 3t fen & Aenae
v fSg e rae 71
gH® T HY gTar (F73T) ¢

o fAn & E® gAST T BRE ™ , nige, fegmar wfe 3 §g a9 | e &F ufost sels €

f<g femast § feu fauer gater g fa 8u gt € et niumTet daaT o ger I |

o fom 3 »iar 3t M3 av © e g9 Aar=ardt feG |

o g1 U9 ¥ <9 fenast 87 aae & fay Ager J fAn J9d wawt festAraat 18 3
gmE §Uat § gt €f yr&dit 979 531 39 |




o W™ 39 I fer U39 € miaEt 300 Aeet 3° 20 &Jt ISt Iratet|

e U5=E qav J¢ 3 feg afde 3¢ fa 3t €uat € og e fE3aa adar U3a U
9 |

TASTHT : IIST &, MIeT, JIHTGT IF, fegmar|

MUE e U gwimaT fe 3t aretnt gerfest & §5 7t fomrs & e | fa=e fa nifemmr
T f&9 S faprm I 3u7$ fEa A3t se7 @ {w'ens g8 & Age3 I | 39 A3 & Yat
steeTs 4 areq & gy f&9 ydt g9t T fan f¥e T fefonrast & w3 oo ot <t gfiar
T Jddl |
gat &3t arehnt mrudsT € &% UTsT get 99 ¢
o your reasons for taking the leave
e The letter should start
e you can write down the salutation
e Thanksalot
o thetop left corner
o you can write the body of your leave application
o write the subject after that
e designation of the person
A: I don’tknow how to write a leave application.
B: 1 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 | 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. 1




mfgm 2 : "ge=sT (Vocabulary)

Choose the option which define the words in bold or share meaning with
them.
1. Aleave letter is one where you request leave.
(a) ask for
(b) demand
(c) refuse
2. It should have a subject.
(a) astatement which shortens the letter
(b) a statement which states the topic of the letter
(c) astatement which is an example of the letter
3. Itis easy to write a leave application.
(a) difficult
(b) atough job
(c) not difficult
4. 1would be extremely happy if my leave is sanctioned.
(@) refused
(b) allowed
(c) not allowed
5. I have to attend my brother’s meeting in Jamshedpur.
(@) to be present at
(b) to be absent at
(c) nottogoto

H&ias

Instruction: Select the right word from the options given.

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

2. | 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 | 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. 1would be extremely grateful if my leave is sanctioned/passed.



AA® 4: fea 99 2 udma I (Being a Good Team Player)

wrt Arfent & 2 € fE9 dn gt dfemr 9 | feq ufseg @ S St 3gt dtger I fam fee
vﬁw&awwwﬁwmaﬁ?ﬁmﬁﬁmeﬁwmmﬁmw
FrgT € f&9 =t fow 3g7 € Afgdar g7 Agdt I | g Jo7 &3 I3t @5 4 M3 5T J9
fa f&a Iarm 2hi uBna I< bt ot fermaT=t g5 w3 dat &at |
1. 3T3 &% dH J9& BT IIIT AEN TS §F, AN Bet AT faurgene &f Sugs d9s
wet afder I fagfa 8vs fea Agat a7 »ic's agat I | 3T few Jfg & fesarg aq fEe
J fa gt 993 fer J¥ g8 T
2. 3TTST g&ME TS AH Jds I3 UgeT J fa aH fa= gaaT I fa@fa §g s=t »rfenr
U|3ﬁ@ﬂ€wamwﬁ€i‘e—u’€ﬂ—eﬁw%m@ g fa 7e" <t 3978
AITe3T € 83 J< 3T IAT Hd a& M A= |
3. 393 §H & IUTS ¥ J9 AHeHT nafen faynefew &t murfesT € o5 fug® € gefamt
& a% fotge ydt aos et fagr M3 gt on § afde I fa It fEas ot o JasT
gde T |
4. 3T3 &% AH qI& THBI & IS faude sefe € S gg dugsns’ € f[S9 Hee ads
et faar| At vyt fifeT WigAd ERetT aBI8AET atgtdt W3 AT 81 3% Enet
ydt fatge € Unaw Jut |
meﬁsﬂwméﬁwmwaﬁméwaméﬁvw

Jot f&3 T B3 € fTg AT ffa 99 2 uBnid 9e& & et at 4 ?
1. Acolleague of yours wants your help in completing a project. You say:

(@) am busy; however, I suppose I could help you a little.

(b) I'am busy and I can’t help you at all.
2. Acolleague of yours wants your help in getting the information for the weekly call report. You
say.

(@) am busy so I can’t help.

(b) I really wish I could help you; however, | have a lot of work to finish.
3. You and your colleagues are given the same task. You say:

(a) Ithink we can work together on the task as a team.

(b) You do the work your own way.

P 1: SH UBMT 2

g »3 € € fegdd 18Tz Ydl a9s Bt Jof T § gu9T 39319 9 &ars:
e Maybe we could do it together.
o \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.

.o
C
)
)
B}
D
b
C

N
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e Okay. Shall I get the call reports?
e 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.

> o> w>w

- Yes. 1 will go and get the follow-up documents, and the on-site service reports.

wmfe™ 3: U&= (Pronouns)

Jg&t f&3 Bet ga= uzse § g< -

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. | 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)

H&aeE & fonrs &% S8 | Add AHT §9e7 J 3T 3T fen § a&™w € <9 J95 < afam a9
AAE J &d1 3T 3T feng wa 77 & I8 a9 Ade J M3 MilfenT € &gt ma® fes aesm <9

o -

o fem § ug
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 | become a friend of (hers/her), she
helped (1/me) alot and made me feel comfortable in the new office.




4. Naman and (17 me) have never been that close, yet when | 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.



AEfag ATEaTat (Relevant Knowledge)

Qo : BB 4T AES 1, 2, 3 T 4 © fIpd™s W3 AT €7 UBIS 99 & BT |

a1 . Mo T y&iaeE yast M3 €739 €3 3% uBn Gug murfes g=ar| €39 e
HBIE dee, YHdT, fonaes, o 9239 M3 Hee=s! §°3 »iurfez d<ar 7 fa ivs &9
HHS J13 38 75 |

feut : Mt yetae & 979 gar &9 S Ar=ar 7 fa 90d Ans & et fdq g=ar:
WS 1: Irga AT eHTEw (Customer Service Representatives)

A 2: WTUE o 979 AreaTdt @< (Describing Your Job)

S 3: gt BE musTet aaaT (Applying for Leave)

e 4: f&a 99 2 uBma I (Being a Good Team Player)

H&ias

mHiifeprT ARE 1: Irgd A= HTfEe (Customer Service Representatives)
YHS

fisT He= T S fer Aans ff9 39d yrs & yar €39 mrue meet &9 fe€ | fae imst
f&g ugtfen famr T fazgs €7 yarg §°39 r<targ aat &3 AT |

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?
feraas

1.By mistake | (keep) these old DVDs.

2.1 just bought the laptop for 50,000 rupees and yet you not (give)
me any discount.

3.Trust me ma’am, | (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.

Khkkhkkhkkkhkkhkkhkkhkkhkkhkkhkkkhkkhkikkhkkkkhkkkkkhkhkkkkkkhkkhhkkihkikkikkikikikikikikikikiiiiik



mitfe™ ARS 2: »UE oW §79 ATSaTdr @< (Describing Your Job)
YHS

-~

&t AT Y € a4t g9 AredTdT fe 3T aret I | §Aet Sadt Adut @vat § g9eT 393 ©
fS9 BarG 37 7 fegst € €t »9g g, feq I@er dfenT y=v g€ A< w3 Jof fE3
yrast € €39 feb |
A

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!

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

B:

A:Whereis 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: lam working as a . The job requires

A: Have you worked as a sales representative before?
B:
A: How isthis 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:

<A ¢

Qug gan © &9 &3 ag =gt &9 AT ISACI/IHIARS & &% YRt <t g3 | I
& ACd/AHIAG € <93 feq I U 9 13T AT A=t T |

F&ded M3 dHaHS (Connectors & Conjunctions ):

though however and but As

then because So next thus

Mynameislsha I work as a customer service

representative at Gadgetronics at Tech-City in Chennai. | 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. Itis a job
that requires a lot of energy patience. Every morning, | 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. | start attending
to customers ataround 9:30am, __, break for lunch only at 12:30pm. We have an hour to finish
eating,and ______it'sback towork. our organizationisverylarge ___internationally well
known, it attracts a lot of customers from across the world.

KhhkkrhkkhkrAhkhkhkrhkhkhkrihhkhkhkihhkhkhihhkhkhihhkhhihhkhihkhkiihhkiiihikiiiikkx

mitfeT ARE 3: 2t BE MuBTEr adaT (Applying for Leave)
YHs :

fiaT He= T Ad fen Aaws € <9 999 yHa € yar €739 »ue meer fTe fe6 |
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 isthe application email/letter for leave written, and to whom?

5) “Aleave application email/letter should consist of all kinds of information.” - True/False? State
why.



6) “The leave application email/letter should not be lengthy and imprecise.” — True/False? State why.

7) “Anemployee 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 s the format of a leave application letter? Explain step-by-step.

U39 SH&T (Letter Format)

s € f&9 Uz I goHe 3 wufal ffd Ertas (Logical) M3 AdT gt et mant
gerg<T € B It &3 ynrfeet & gurar 39319 9 &ar§ |
gl BT 53T U39 :

e Dear

e Computer Services Department

e The Manager,

e Thanking you,

e Dated: 21st July, 2009

e Sir/Ma’am,

e Regards,

e Computer Services Department

e Subject: Request for leave

e MitaaliSinghania - (Employee-1d No. 7890)

e |would be extremely happy if my leave is sanctioned from the 25th to the 29th of July,
as | have to attend my brother’s wedding at Jamshedpur. would like to request a leave
for 5 days

<7 (Sentences)

1.1would like to request / beg you for a grant of unwell/sick leave.

2.1 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 | exhausted / finished all my available leaves, every other year has at
least 5 or 6 days of un-availed leaves.

4.1understand / 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.

6.1 hope this record helps you to view my case favorably / happily.
7.1would be extremely grateful if my leave is sanctioned / passed.

FEAAAAAAAAAAAkAAAAAAkAAAhkhkhhkhhhhhhhrhhkiirhrhhihhkiihkhihhihkhihikihiiik



mitfeprr A 4: f8 a9 2 uBna I (Being a Good Team Player)

YuE

fisT He= T Ad fen Aaws € <9 999 yAs & yar §°39 Mrue maet &9 ot fel |
o 3ot fo3 Tat &9 fausT =q fed a1 S UBHa 9 979 gIet § SO ger I M3
a3 @7q &dt @gnrger ?

1. 3U &% T ATEl JIHT9S & II7S faude f3nmg a9s © 9 Aurfe3T g9a st yfenr
J | gHT mruet e 5% Gt AuTfesT gae I W3 8RS I9e YIT J9a € BEr UHdH
g T

2. 3UF &% € HEH! JaHTET IuTg MUt fatae ¥ <9 AufesT a9s &et afd
EW& €1 fatge »fv It iy ao=@<t T | AT EWé feg afa & fesag ag &
an © feg 9g3 frmer g9 38 T

3. 3ust e T e a=F g 307§ Usger J fa &aqt € <9 faus faus an iz g5 13t
SWg 3adt g9 fengg 5% Tne 7 3 End afde I fa At aw <t AorfesT @ set Ha
& T HIE T |

4. 3773 89 & IS € Jd aHeHd Aafer faynefes &t AurfesT € & fugs & gefant &t
% fatige ydat aos &et fagr Mz It 97 § Jfde T fa gt €uat &% I &dt J9 Aae
fa@fa gt @ua™ & ure &dt e |

d®% uBn (Role Play)

g w3 o © feod9 3iBe3 § YdT dda © Bt Jof f€3 I 9t § guer J93ig ¥ 9

TG |

J faGfa
J fa gHt

el
<

f&a 99 2 u®ma (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 | 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.




< (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 | 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 | become a friend of (hers/her), she
helped (1/ me) alot and made me feel comfortable in the new office.

4. Naman and (1/me) have never been that close, yet when | 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.

skeok ok ko s ok sk sk sk sk ok e sk e sk ke sk ok sk ok e sk sk sk ok sk sk ok sk ok ke sk ke sk ok e sk ke sk ok sk sk ke sk sk sk sk ke sk ok sk sk sk sk ok sk ok sk sk sk sk ok sk sk ok sk ok sk sk sk sk ok sk



AW 5: aUST 979 315 9T (Talking About One’s Company)

Aegfua A<adt (Relevant Knowledge)

fer Ars & »ig &9 At oW € AOS99 SUMHT Iqd &% foudfimT a5 & 9% T
A=l | ISt He-d1Y (Safe-Keep) Suat € g9 f&3 are =rat § uF |
Ae-dtu (Safe-Keep)

¢ One of the largest Software Companies in India.

e 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.

: 1: fan €t duat 1 79 J1& adaT (Talking About One’s Company 1

Udrgre g7 € BEt Jot &3 e Ha 3T €t =93 a9 | BES “I work at Nokia.” 3° Hg
ol

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

e Special function series include Nokia Eseries (Enterprise series), Nokia Nseries (Multimedia
Computer series), and Nokia N-Gage (Mobile gaming devices)




: 2 faw &t duat 2 979 I aIaT (Talking About One’s

Company 2)

fen nifgm € f<9 3U7§ THeHT W3 ABHHS © feuda B3 § Ydr J9s € BT aF &

g9 39319 € &9 @< & Agez I | feg It Azt s=€ar M3 IBH € AOHE I

USNH (57ed) € Adle SBT3 qddT |

e APPLE is the largest technology company in the world that designs manufactures and sells
consumer electronics, computer software, and personal computers.

e Of course! Our company invented the iPod!

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

e 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 itis! I’'ll buy the APPLE Laptop.

Can you tell me what some of them are?

Ma’am, would you like to purchase any software t00?

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, | only want to buy a good laptop for my son’s birthday. He
is studying animation.

e 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.

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

e \erygood! Is there anything else I can help you with Ma’am?

o 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?

mfe™ 3: U&= (Pronouns)

Jgot fe3 =gt § ug #3 Adt uSsiE § |

1. wasaskedtotalkabout __ company. (she-her, her-she)

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

3. Companylets __,theemployees, take initiatives. (our-we, our-us)
4. Companyemploys fewer workers than . (my-yours, yours-mine)

5. Company employs more workers than does. (yours-my, your-mine)



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)

ATHT I3 M3 USS'< €1 T93 J9d AUES &' 9276 | HB A & fons 57 < | Agd AHT
g fendagme R s Jas ST dMA g nae J 15T T3 fen S we Ar & I& a9
Aae T M3 M fes auw fEg mitfe et & & W& |

H&as
ofem & UF :
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.

o TETEI : AUl UI&TE (pronoun) § ¥ & Y& g=f I9
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
chainin 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), itis 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.



AH& 6: 96T 3da™&+! (Information Technology)

Adfag A7=arat (Relevant Knowledge)
ot At Afewr I fa mret 2. (IT) er St 3BT Jer 3 ?
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feseIiHs I3 BH € AF 3 3T &' feg dfenr T fa fend nAfdss &aF et dadt &
U3 A9 &< M3 UAdeT Ha e d1F I& fAe fa gasemd W3 Argeend f3esug,
dfuged Yaama, 29 faesua w3 fimer Watfane »rfe |

on <9 et gret 3 ffshis féneifebe e feseranns caad+T Agfuz § g4t 71993
AISTT fESeaNHE CAB B AT © 43d fU TUd ads BTt 993 It femer @30 7 | o= AT
feg v 99 A If fa 993 338 If<y € fS9 wWet &t 439 € {9 Fudu=a 9 A<dr |
WMITBT YISt BTt feseonns SISB At & I8 H3da M3 f3esfiar 439 95 | e feo mm
gate fa feg st fsesuien Astit gfey St Wghut § erfeer uger Fae fAe fa
fegst & AT B9 ugaTenT J |

“feserannes SasaAt 3 fasT Hsgs fdeal fasas fem 397 9=t fae’ Uedw 3 fast
W’?

“Without Information Technology, modern life will be the same as a car without fuel.”
Sus® AaHs & UF M3 MUt 8¢ ¥ ST U 3l § 3 dq |

nfgnma 1 : feseranms 2983 HT (Information Technology)

fen Ans € Aaws &9 o9 § ug a & w3 o € fegaw aiBa3 § yar ad |

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: l 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: Andinsuper____ithelps for processing of bills.

A: Itisamazing 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 (|tself

into) our everyday lives.




B: ping, , travelling, education, entertainment, public business sector, private
business sector, almost everywhere IT is playing its various roles very smoothly.

A: Yes, itis 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.

MU Higmmua et gerfest § fonrs 578 & W3 wfg™ & yar 995 3" g 38 usH
aawm’rnmréwnsﬁwaz@ﬁﬁﬁswa’r@mwﬁw@a|

wifgn™ 2 : QUwESH (Prepositions)

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. Putthose 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 putit __ 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 youwhere _ puteach cable. (to, at, with)

{Uvne &t 293" aod AUds @9 a8 & dfim a9 | W&iaes & fos &7 24 | Add
T 3T fer g asm fEe Is s St dfmagAae § Isdt ST grt fer S ue A a I&
T AaE T M3 WIS fes aum ffg mitfodr et 8 a we |




o fem g ug
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. Beextra 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.



ARS 7: H9&T 3d&8dl Mufald A==t f€gnedt (The ITES
Industry)

Adfag A7=arat (Relevant Knowledge)

Wt et A (ITES) HEa™ TS B AT MUfds A=T=F 8T &t »dg I 7
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Enabled Services)d |
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& 2T (Call Center) : feg feq AeTet @< =& d'9d ger J fAn f&9 SubdT &
Afeu=t, Hyd A®Y €< 78, fdeas ¢ &t Afeur 3 grtdt Massels Areadmt Hge
get 98 w3 feg argat § Hew dds © BE1 9% 7e 76 |

feg feg fAd €239 I< I& fAusT € 293" v @<n frmvrer fare3t &9 araat et extes
aefds T § YU3 q95T M3 Gt € gy g ger I w3 feu dn frustet yus
mmﬁnﬁtmzﬁemaw A I8 | 2816 arat fesg83 “inbound” (fsrn’“@—u'
W@mémﬁmxﬁwmm)wwﬁ?a@? ‘outbound” (few f&g
IHeHT HafeN faymefes araar & @3ure S9= B8t A feg fai Aafen © T3 AeqTat &
BT IF IIC IS) T AIEhdT IS |

ffq & Aed @ Hy o feg ge 75 :

o HeHT & & gt 99 € =93 qauT J (fen 99 § 371ew® d9s 3 det Hag aat mrger
J) 7 fa IHeHT HUde Aafer &% gfawr gfemr der J |

o Y T Hed f[T9 a® ygaet I 3 Grer gy 8 fusTet yuz arga A=t
SHfeE &8 fa3T Afer J fAan € 3% 9U3 7t fem® 3e9n AreaTdt €f ud9g et 7
w3 €0 & Un a1z At 83ue /AT g9 fAausTet &3t 7iet 7

o I'F g § Hfeur &< et Mret &t Hgat €8 7 3data et aret 7 89 feg
Afsafas aget T fa arod Aeret sHee 4% fasgs 3= meardt It ot T
fen wet fen 9w & Ua g9d I 9 HuEs e A=t aroat § fE3tt et 9a |




o TIHF-TTEIF Jodlelee! € TUS &7 fev Hifes &dt Juer fg a7 Aeg arod &
AETsd Hfgg f&9 At feg gabt © faw J9 a& <o nfag 5= |
gt .Ut & (BPO) : fen er yar ™ fard 7 U 7 mr@erafHar (business process outsourcing) J
| fow g ¥ siwar wiid faradw & forir 9a ( (IMIF AT, IS T BT MET AT
77 A% % wrfe) ?ifHH’E?ﬁ'H’HHTH'fH@HBTEEW??Hmf??WU &
»TQeHan aget J | fen TB3 &9 €< Ang=t gahr © fagas J4- Fu3 fiffr fo9 §
AaEHT 75 |

ST U9 BEt @A A T 9 dust € 3793 ST duat gt & arerd Aafer et mrGehan a9
Haﬁalfsﬁmazwmai%rau?ﬁa‘f Sust & @ groat Bt ot fagh
fiierdtnt y3t Aereeo T ¢

o FUST & T AT IMIAT § M qds M3 BUsT 5% IHT3 J9s BeT |
e JYBT & € A I & YyHaT w3 faarfest § Aerae st
o feT Tatat se7@eT fa JUaT € & Iraa dUST-8 M3 JUST-H gmTaT fe It AT gatut
Aeet 3 H3HE M3 YH I& |
o fog fonfax goaT fa duat -8 € AT Irad JUat-¢ g5 & Y3t 2w I |
JUST-HF , JUST -¥ & Jraat Bt ASTeT @< Bl fAde dedae feg fite are my &t ot
ﬁn\ = ﬂl
F4t.§ (KPO) : fer e »ag § 78+ YA 7 mr8erafiar (Knowledge Process Outsourcing) |
Mmenmﬁwqhmmwmemwéwéw
gt T 1 § Wt € nafen f&9 A9 397 &t &7 w1 Areardt fedat qaaT AHs ger T fAet fa
T Wiustadns et gfua Au3t 87 ; feafeet 8d, sued W3 W3t & a7, Igat M3
STaedt AST=T; fAUSTEt, A8 M3 fened &% It J9 439" fAR {9 eronmetas w3
gfeGeaa st 3 Maus W3 fsaets feg ﬁ?rm?fqo('H feg WareTs feat T1
g Ut § (RPO) : few & ngg J faggene YR A mr@erafiar (Recruitment Process
Outsourcing) | feT fea Sttt & =gy fafanrer @ fami T e wsa MrGeran daer
A MTUS YT Tt g% AT ATdPHT AeTe 9931 96 o-&ﬁaﬁgmgmﬂe@
o< % % 94 fder I | gHId MI AT 9931 ods &9 7 oH dedae fegmm 39 3
HH® A3 A 36, 60 95 : fAga 897 & 399t BTt MusTet 137 3 89T € Ag aaat w3
32 HSHT § 9931 a9aT | 7ad dedae <9 fen ai e faae a3 J fa fen f<9 feg fea
7 g% AT ATGHT 3BT IHS T ASEHT I8 ¢

1. 32 gaHTTaT § o3t Are =8t 3547 M3 Mge ¥9 SHST TI&T |

2. qyat € fenr fagent & Ae aaaT M3

3. feg aferfez a9aT fa ATd FaHTTaT W3 f3uTgen’e JuaT & ferT fsgent e Uss J9&dT |
g< Jot &3t aret gt § €9t ug -




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.

Atypical 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
atraining 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
suchas. .. 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:

e A 12 hour time difference with the USA
¢ Talented work force who can speak English fluently
e The cost of qualified employees is amongst the lowest in the world

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

mfen™ 1: HE6T II&THB AT MUTfd3d ATT=T fégnedt

A9&T 368 MUfd3z A=t f€anedt a9 w7 Al mifemr I €7 €3 mufazs »is w3
fmeg e <o detaizes S yar a3 -

Aman: Simrit, I heard you’ve decided to join the ITES industry, is it true?

Simrit : Yes. It’s agood 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




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 alittle confused.

Simrit: Okay, let me explain itin 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: | think I know one, the . Correct?

Simrit: Yes. You’reright! The remaining threearethe ___,the__andthe .

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
____ingand 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
aproduct, or“ ", meaning calls are made outto customers to sell some product or to
provide information about some service.
Aman: Isittrue thatthe 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! Sowhataboutthe _ ? 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. Acompany in the USAmay sign an ing customer-service

with acompany 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 whataboutthe _ ? 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.




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, whataboutthe _ ? I've never heard about it before.

Simrit: ___isRec Pro Out iswhen anemployer ___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

itall tome.

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: | suppose because ofa____hour time difference with the USA, and we have talented

__ forcewho can speak fluently. Also because, the cost of employees

isamongst the in the world, and the support that the of India lends

toall

IT based industries.

Simrit: So true!

i & YIT 95 3 giE At 578 3 mHE W3 a3 €7 38 UBW &3 |

ot fE3 Tt § €%t ug w3 AUt mruRs & §< a9 ¢

1. you were deciding on which book to read, I boughtamusic CD. (While, Meanwhile)

2. Ifyou to do your MBA, you will a degree first. (want-require,

require-want)

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

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

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

Product (arrangement, display) is a tricky task.

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

W& e & fons 5% UF |1d9 AMT I 37 gt fem & a&m & &9 7% s <t afam a9 Fae

T 150t 3T A fen & W 77 & I% 99 Ade I M3 M fes a&m &g mitfanrr 58t & a

"G |

~N o g ok~ ow




H&ias
o JTEI : AUT MTURE U< a 4B g<t 9 :

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).



Adfag A7<=arat (Relevant Knowledge)

fer Avs = §E0 UZ 91 ARS 5, 6 M3 7 9 IUST ATSATG! T HBAS JIST I |

a1 : milfenr T yetae yrst 3 €397 €3 3% udw 3 murfes d=ar| €39t e
H&aE dee, Yadr, fermads, T 539 M3 HaTest 3 Mutfds J<ar # fa fins &g
HH® d13 9€ & |

fegt: mitfenr yetae § 3w gt {9 Sfsnm Ar<ar 7 fa g9 Avs ®et & g=ar :
e JURT I IF AIAT (Talking About One’s Company)
o HI&T IJ&&HT (Information Technology)
o HU&T T&TBH!I muUTTa3 Aer=t f€sHedt (The ITES Industry)

H&as

Mt ARs 5: dUST g7 31H adaT (Talking About One’s Company)

MYE fgTUa gniraT fE 3T arett gefest § 83 Ot fors 5% A w3 fe st argtt
JEfE3T WigHd ATESTdT § YIT I3 | THSHT M IHHT Aafen faywefes fegama diza3
& YdT Jds BT T § €99 39319 L9 BArG |
d%-UBn (Role-Play)
¢ APPLE is the largest technology company in the world that designs, manufactures and sells
consumer electronics, computer software and personal computers.

e Of course! Our company invented the iPod!
¢ Thank you so much Ma’am. Please do visit us again.

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

e No. That will be all.
e Ok. Does your company have any product that plays music only?

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

¢ Really? I didn’t know that.

e Alright, you’ve convinced me. APPLE itis! I’ll buy the APPLE Laptop.
¢ Can you tell me what some of them are?

e Ma’am, would you like to purchase any software too?




¢ Do you make software too?

e 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.

e 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.

e 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?

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

UHS
fisT A= I A fen Aans <9 999 yrs & yar €39 Mg meet few feb | fae imst
f&g ugfonr famrr J fasas G7 yarg §°39 A=targ &t a3 Aredr |
few-1 : dASfaan (Gadgetronics)
1. fem 1 <9 gl dimcfaan et aH gae T | Jat fe3 I Ha 3T & mud 3 Must
aust e fenfumr a9 -
o 3793 ST Ag 3 5T dfued M3 Aecenm g8 T a3 Juatit i[9 T |
o 9 3qT € dfuGedt w3 BT Tan € Mt TfegH Heeand € fagHe gaet J |
o T Ut MWW - “Tet Ita Aot Bet” Gust €t <a1 FEts I | dH3 7 99 fEa € gne
BE ga=! d< M3 BT AEcamd 7 A MEBTEIs S¢T M3 UHSIS § S1edH 3
G ERCE
fem-2 : &P (Nokia)
2. fem-2 f9 At Satwr et dX Jddr || I&T fE3 I HA3T & Mud 3 MuST Just
ot femf a9 -
o EaT € AT 3 3T HEEI® faa3T Juat |
o f¥egd e nafen &t Afeur QuB ey Ja=@et T 7 fa gag § Aoz, I, Hishrr, Aew
WMI HU <93 € Har g8t T |
o EF 993 It st o @ Es 975 |
o HidtH € W3faa d¥ e Huels faefefrm & o |
e HIgtw € I'H 1000 3 9000 3T |
o y'H ST THT Hidtd f&9 AHs I SatT gf-Hidta (Heayreta Aidte), Satur
7 s-HidtH (WISt dfuGed Mgt W3 Saim s -3re (Hefes Jifviar fs=rfefm) |




27 (Sentences) :
dot f@3 arg Tt @ &9 Adt uss’E g & St AgE 99

1) lwork 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) Infact, 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
aday is during the “Sale Season”.

6) For (me, mine), itis 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
givento (me, 1) last year.

AEKIAEAKAAKXKAAXAAXKAARAAARAKAARAAIAAAIAAAIAAAAAAAAAIAAAIAAAAAXAAAAAAAArhhrhhrhhihiiikx

At ARS 6: HE&T a8+t (Information Technology)

MUE wfeud gmaT &3t areht gerfest 3 It foms &% B wia &3t et
Jefe3t WgH™T ATeddt § YdT J9 |

UHS :

fisT He= T Ad fen Agws <9 999 yrs er yar €39 nue meet 9 fet |

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?



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.

<7 (Sentences)

gt f€3 ag Tat € &9 Agt YUHEsT (prepositions) g€ & &t g=F 39 :

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.

A
AHIfed™ AR&  7: A9 3d&™8 AT MuTfas AT=t fE€snedt (The ITES
Industry)

MYE mfgTud gnira e 3T arehnt gefest § 83 ot fors &% B wiz fe 3t aretwt
Jerfe3t WgH™d AreSdTdt § YaT J9 |

YHs :

fisT A= I A fer Aams <9 999 yms & yar 839 mnue meet fE9 fel |

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.
<d (Sentences) :

war feg =g &9 Adt AYw ©f 9< o9dd U&t gr=t 99




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.

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).
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ARS 8: YI=A®! IIBI3 ddaT (communicating Effectively)

AEfag ATEaTat (Relevant Knowledge)

WAl gfimit 5% €€ 3 3593 J9€ W7 39 IF A 3 AT W'E 94 HAE I7 | UT YITRHRT
IBTI I AT ITEIT?

- - ﬁV\ 1?%23 @-vﬂ ug_:

I AT 85 3 A EHB AT MTOHS-AONE IMud &'% J1% 9 9d 9 3T €€ ygremst
B3 , At fodas M3 A93 J d HSaT/ UFS € HU'93, Agd3 & YdT Jda M3 AT
T % & fearss € A9 %39 g Aaet J |

e f&g feg Gn A <t Aot ger T A fan &% U< (Jers®) Hd® f[Sg g ag 39 J,
I IAT fai Sadt € et MuBTE g9 9 I AT MUS §H (34T € TBT) § MUST 39dT
g9 JfT 37 I< |

T feg He® W3 HU9s 96 Ud feg €< W93t »ia w3 gfey &9 3073 um=g
fors & yuz g9s 9 593 It wd3=yas Jet g& | /g 3 =ut, feg feg gost
ot 3 A9 AT T | fage mruE €995 T mfem™ a9, MTuST Hes a3t § TUe w3
et feraes & FUT |

J< JoF &3 o3 <% 29

33T g7 gder J fq AT feq wer =g oW 99 | g IHT THET »UE I 3 AN fAT udee
I M3 A€ ITSTANT YIT § AteT I 3T IAT mrust faee 3 ge Ae I | fen 3 femrer 3utsT
Te3d 3UF W 3 Aet g9 I M3 fen &et 3us gn T e I

How would you explain to the boss that you can’t work the extra hour? Write
your answer below.

g™ 1 : ygr=uat 39 5% IS JI&T |

Choose the response appropriate for each situation :-

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

(@) l'am not going to process anything for you now. | am busy.

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

2. 'Your boss gives you only ten minutes’ lunch-break.
(@) Sir/Ma’am, could we have a longer lunch-break? Ten minutes is too short for having lunch.




(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.

(@) 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 | 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.

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

(b) lam asking because | 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.

(@) 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.

mfg™ 2: FIATBIS AT AT (Past Continuous Tense)

Jot fe3 Tat § €51 ug 3 Gust =at § ufgee = Past Continuous Tense ST 95 |
1. I was talking to my boss.

2. He isa demanding person.

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

4. I refused him by saying that | 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.

H&aeE § fos &% g | Agd AMT 37 3T fen & a@™ <9 7% d95 €t afin a9 Aae
U|ﬁ?3ﬁ%ﬂawwamwmawmhmk€mﬁwwwa
piusd



H&ias

o fam § Uz :
1. She was playing with her dog.
2. The mob of people was shouting.

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

o gETEx : I ey =at f&9 fafemm & (past continuous tense) ff9 88 M3 =t &
g fBy |

. My boss is looking for me.

. He is going to complain about my performance again.

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

. Fewer customers come because of lack of fresh stock.

. But our boss blames us for this.

. We have thought of having a talk with him.

~N o o B~ W N

. 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!



AAS 9: IMgd A< A% & HI M3 8¢ 3T (Opening and Closing
a Customer Service call)

AEfag ATEaTat (Relevant Knowledge)

MU mfoua et gerfest & fos 7% 7S w3 ©F fader MgHe 3% usH &3 | ferr
37ed € miulg {9 It fT IMod AT % § Hg M3 43K Jd6 € WaT J A€ 9die 4 19
gaitt IS 7 ITTS UIT It Iatedt 9 ¢

Ao ¢Bles ©°F arud &% I® T Idt 9= 3T e IJmud A= SHTfee (IHSHT AdfeH
foynefee) & feu afs oo Just gt 7 fa S8t o nroHS-AroHeE disaTs © fea
fegwy der J|

€& 3 IIBT3 It Jet = g fonast § &t Sy Age (AR fegg e o= 9= , €97 39
ECICH usﬁﬁhnwwfeafezrﬁewfewms’ra’raaﬁwzr?) WWWWE"’
ngmmgwwagwwwmﬁawmm 3 3% II5
€ s 37 AU9s AT 95 Ug §Uat T Bar3Ta wifg™ J9s €t Ages gt J|

J&t f&3 e Uaare § €t ug -
JIBY3 B dd&T (Starting the conversation)
% Hg 996 © € HEd 341d 96 | fegst & oimr g3 g dter 9|
1. A< AT g8 € 34 d= 3T mMue f99d 3 WHdaIe 34 | fen &% arga & feg Higaw
der fa fae grt €9 & #t nirfen af a9 I2
2. 3B 3 ¥ ff9 393 Uas =4t € =93 &3 fA=: “Thanks for calling”, “May |
help you?”
IBII BT TI6 BTl Y foHasT o8 T
o I § HIAHS= &€=
o WTUST FAET €7 &™H &< |
e MTUS ¥'d A'Eddl €< |
o WMTUST HEwE 99 UHAH 4 |
“Good morning, Airway Travels, Harpreet Kaur speaking. How may | help?”
o IMIF € ISt HAET {9 BT 96 I Ta=e a4 |
e MU ¥'d A'EAdT €< |
o MTUST HEwE 979 UHAH J4 |
“Thank you for calling Airway Travels, this is Harpreet Kaur. How may I help?”
I3 & Y3H dqI&T (Closing the conversation)

A IMod AT gHTfeeT e8tes € §°F mirust 3isa'3 U3y ager J 3T 8¢ 99 faHasT =8
HYeT 9t €93 ddat gratet I |

1. Ir9d § U= fa ot §uat & yafas 3% 3 aret I 3 ot G0 fen 3 Agne o5 ?




2.3m9a & U= fa at §uat & fan g9 gtw i< mifmr 9 Age 89 393t RorfesT &<t
gde I |

3. f&a =vat feg aroa = FursT HAET ST I J96 T Us<® o9 | foH &% arda & W&
feg feg gr=aT Uer g<t I fa aat &€ Tu™g (W) &t Adg&T A3t aret J |

4. WS g9 €99T ArEaTdt fe€ |

5.3M9d § I fa §Uat & A==t €< 3 3uTg Yt HigHw It J |

6. M3 ST IS T¢ 94 M3 @& I'H o<e feF |

Gvrg9s Bt !

“Has your question been answered satisfactorily? Is there anything else 1 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.”

g™ 1: IM9d AT I8 § fa< B W3 U3H di3T Afer J7

Jot fe3t Arearat & €91 Uz 1 (Here CSR stands for Customer Service Representative and
Cust indicates Customer)

CSR: for calling Airsell. This is Jaspreet. How you?
CSR: May | please have your full name and phone number?
Cust: Ranjeev Singh. My phone number is 919922 2299.

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

Cust: Yes.

CSR: Very good Sir. I’d be very happy to tell you all about the different plans we have. May |
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 | please confirm your email-id. Itis ranjeev.singh@email.com, am I correct?

Cust: Yes.

CSR: Thank you Sir. Is | 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! :
HHHHHHHBHHH R R R R R




CSR: Hello! Thank you for Holiday Travels. is Mandira .How
may | help you?

Cust: My family and I want to go for asummer 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 | 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.

A2t (Pairs) 76 M3 MTUST YRS & MEHT Mg a9 | BT gr<t 99 | y'&T gret
396 3 IHE WdT MG M3 91 MEA'T THeHT Aafen faynefes w3 arod €7 38 uso
ol

mMfgH™H 2: M3ddfes M3 M3<I¥ (Adjectives and Adverbs)

dot &3 =t § €% ug W3 feu ufous a9 fa g 13 I HuE WIAdlew
IS A M3<=d" (Adjectives or Adverbs) ?

1. Good Morning!

2. The customer service representative must always be polite.

3. Acustomer must be greeted cheerfully.

4. Asatisfied 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.

WFHdfe" M3 MI<IY ©f TI3 &'S AUES T §T'Q<E ©f AfHF J9 | H& g & fons 5%
UZ | Agd AMT I 37 3HT fen & a@™ <9 I% d95 &t afim g9 Aae 7 1541 3T 3wt femn &
WT AT J I& odd AT J M3 Wa® fes oo fTg mitfon st & a g |




H&ias

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)
o TTET : HAT WaHafes/ W39y ©f 9 J9d yHT gt 39
o Delivering good customer service sounds like an (easy, easily) task.
o 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.con,

2. This is Karan Singh speaking.

3. How may | help? Or

4. Isthere 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. Thiswas 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).




A& 10: femrfyr aasT (Paraphrasing)
Adfag A=arat (Relevant Knowledge)

fenrfymT at 9 ? mruS maet &9 fob fa ferer at »eg der T

HIH-2 87T (Merriam-Webster) TS el fSaHadt MgH™T mEE “paraphrase” €7 9=
(W3E) HEE, I 7 IH €7 HS fan €+ 391 &57% »idg ©A< 3 7 | AUds Auet fe9 “fan
g fena3t evar a9 IE mEet § WU Heet ff9 g fors JasT 97 |

¢ Paraphrasing sends a signal to the speaker that you “got” what the speaker is saying.

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

STg9s BE, A9 FTT3T argd Jfder 7| really like the Apple Macintosh PC, the Apple
Laptop, the Apple iPad and the Apple iPod.”

3T AT fen 3gT gmg € Aae T "Wow! You really like Apple products!”
"% © feg femrfpn fane g9 32 feo ng fem g9 O
o feg miseT fa aroa at Hew/mifrr Sne €t afim a9 fagr T 7
o IMId &€ HeH/MIfT & AHSST |
o HU3TYTS BT § Mruet e &9 guaT fanrs JaaT|
o fenrfanr faQ* Agat I ¢ femrfonr fer et Agat o
o feg AuTe a9 fa arga ot afa fagr I ?
o MUE Irud & feg vamGer fa Qu v &t afoer gder/adet J gt Gr few
gt Jue T
o I & feu waolts e=@er fa 7 €Wa fagr 3wt 6Wg Mg g9 T |
o 3B § niar UG I Ufost feu nfsnfez geeer fa At o3 & yat 3g7 miw
dq J|
7o fed aHeHg Aafen foynefes &a a® 3 ger J 3 §€ gy =9t & =93 i3t Afet I
fa fae arsas di3t A< | fegst e g =@a feg 05 -

¢ “If I heard you correctly, you were asking if...”
e “Your questionis/was...... Is that right?”

¢ “As | understand it, you want to know if.... Am | correct?”
e “Soyourissueis...”
¢ “As | understand, you’re facing an issue with.... Would that be correct ?”




Ha9 I & feg wdls I A< fa S Are 7% yrs Aot 3T 87 3 gie Ede/anerd
Aafen foynefes & g €27 HY J9aT IaleT 7|

grie/anend nafen fayrefee v gmg €4t 9= Idier T 7 fa arad Aea™ M3 AEs
gder J|

fenrfr At Aar-feust aos et ot fammer nifgmm &t &3 <t 91 7 3wt fan 55
3% 99 39 g€ T 3T 3u% feu Hes e mfgn™ s grdter § fa Ao =T &t afg fagr
/3T T 7 feg §W e a9 I mEet § WU Heet f<9 AuRe 99 | A gt femrfun a9
& dfam gge J 3T AT HigHw adar fa At aruad & w2 g+ Bat § »iruet fdean &g
frmmer SubdT 39t 7% IS BaT uT T |

Ugredfiar aas &F gt feg T fa efmt € adt 3¢t 31 § 993 ot fors 5% S M3 6F

3 g QU HEet € mruS maet g Migee ad |

1: femrfiprr/dtar a9 fifue™1 (Learning to Paraphrase - |

&<: fenrfinr & mae €t Af feg yd Uargre &t a3t A7 Aget J | fen sfgnmm feg ufad
Tq & Gerads @ 39 I foufeurr i3t aret T

MAS T : (The women, whose lives Sakshi had saved, were very thankful to her.)- %33t fAgs™
@t mawt & fdeqit g9t A, €97 & Gner 593 daee i

fenfeT : (The women were very thankful to Sakshi for saving their lives.) - 8&T €t feieattt
98T B #d3T & ATIHT €7 593 Us<TE Ji3T

Jgot &3 Tt § Wy maet f&v fau:
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:




7 2: femfprr/Star adaT fAY=™2 (Learning to Paraphrase - 11

A3 978 3 Jo' &3 Ta € =93 € € oY €< BTl B3 B d96 HS Ut
g<t 99& &l d4 |
e “If I heard you correctly, you were asking if...”

e “Yourquestion is/was...... Is that right?”
e “Aslunderstand it, you would like to / want to know if.... Am | correct?”
e “Soyourissueis...lsthat correct?”

e “Aslunderstand, 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 | had booked. Please send me the one | chose.
Agent:

Customer: My new iPad is completely broken...Am I entitled to another one for
free?
Agent:

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

3: mafes I UfA= Tofer (Active and Passive Voice)

gt fo3 o€ =9 Ufae owrfen &9 o5 feost § #Wafes Twfen &9 s
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.



dot f€3 e T WAafees Twfen & g5 feust § Ufae ofen S w8 -
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.

nafes M3 UfAe ewfen &9 Auds =9 se@< & dfm a9 | y&ae § fors &%
UZ | Aad AHT I 3T AT fer & am™ <9 9% 995 €t dfm ag Aae 9 | 54t 3T AT fem &
WT AT F I8 J9 Ha© § M3 #a® fos aaw fS9 mithimr st & 3 w6 |

H&ias

fem & ug -

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.

Jefes: Jot 3 =gt § Ofie owfen foT e8¢

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. 1will 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.



Adfag A7<=arat (Relevant Knowledge)

fen Ams €7 €90 , AFG 8,9 WT 10 79 IITST AT M AHY €T HBTIS JdaT J |
a1 : milfenr T yetae yrst M3 €397 €3 3% udw 3 murfes d=ar| €39t e
H&aE dee, yadl, flerdds, 9 539 M3 HeT=s! 3 MuTfd3s I<ar # fa fins &9
HHS J13 38 75 |
fedt : mithpr yatae I9a Ans et feg J<ar :
o HH& 8: ygTeHTSI IIBE3 gd&T (Communicating Effectively)
o HH& 9: IMIF AT IS § HY M3 9€ FdaT (Opening and Closing a Customer Service Call)
o AW& 10: femmfipnT (Paraphrasing)

H&as

H&aE ARG 8: YITerst disyg 3 ddaT (Communicating Effectively)

1) fiar Ag= T A e Aans 9 39 yAs & yar €739 MU Auet feT feb | fae
Arst &9 ugten faprr I fasgs €7 yarg €739 netarg aat a3 AT |
UHS :

S

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) It IF I3 IR T § FIABIS A9t T (Past Continuous Tense) f<9 €8 o goa
fou:

<A

1. Acustomer is looking for a Smartphone.

2. He is going to applaud my performance again.

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

4.1am 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. | 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!



WMUS HEAT & MTUST SHST EHS &8I YIeHS1 JI%T'3 €f <93 d9 |
3% U (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.
o 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.

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

o 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.

HBdS ARG 9 Irdd & Mfgses IdaT|

fiaT He= T Ad fen Aaws 9 99 yas € yar §°39 mrue muet <9 feb | fas Amst
f&g ugfen famr I, fasgs G7 yars €°39 A=tare adt a3 Arear|

UHS

1) At ffq Jinedfad duat et aH dae J # fa dfuedt 3 Adeest er fagne gt
J | IrIT Aed & »ied wT fagr & w3 IA Aeg &9 7199 fagx Uq 3dd 75 fAus™ 7%
IHT IIT &7 MfgEeE ad Ade J ?

2) IUF M IMIA AT gHTTEe fegad aise™3 § Yar das &et ydl gt 39 |




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 | 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’tdecided yet. I’m just looking around.
A: Okay, Ma’am. Please
B: I’'ll do that. Thank you.

<Td

ga< mndfee(fenns) /Maegafafonr feines) & yat gt 99 :
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):



1. Good morning! Welcome to Gadgetronics.

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

3. Isthere 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).

B R R R R R R R R T R R R R R R R R R R R R R R R R R R R S R R R R R R R R S S R R R

mitfer ARE 10: fem e (Paraphrasing)
fisT fige T nd fer Aans ST 99 yus & yar €39 mue meet fE9 fe€ | fAe Anst
f&g ugfenr famr §, fasas €7 yarg €°39 Astard aat a3 Arar|

UHS :
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?

< (Sentences):

1) Jof &3 o =t &t fenfmm a9 |7 ferfr g ae stear S €T e a Uz |

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?




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) Jot €3 =at § UfAe gwrfer (passive voice) €9 ge8

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.

*AhhkAAAkAAAkAEAhkAArAhkhkhhkhkhhhkhhhkhhhhhhiirhiihiihkhihkkhihhihhihiiikk



AR 11: Avsardt € U3 (Verification of Information)

Adfag A7=arat (Relevant Knowledge)

HEE “AreaTdl € Ug37%” 3 AT df AHSE 7 7

AEaTdt €t ug3 fE9 feg g3 aHs ger O
o f8eaa e &t nurfesT &% fedst i3t aret Aret Areardt €t ug3™ a3t A7 Aaet 7|
o UF3™® BT duastit fagst fedt &t =93° saeti™ 95 €9 593 wis=yes J, fagfa
feg arga & ATeaTdt (T YT € ATSdTdT, §HT 13t & ATeardt, 83ute M3 Adfen
WMIST 599, JITSC 95 &9 MTfe) &f e Iaer I, I+ 7 fegs df gd<dd &7 J
Ad M3 feg Areardt 99t &7 I A |
gat &3 Ugare § €9t us:
& € US3® d9 : IrId € UfgsT M3 wMudt s 9T a9 (BEUds &et, Heat3 fiw)
faSfa fev afenfes daaT Aget T fa 7 fenmast a g9 fagr I B e yaeT aroa J A
&< INIT | BT BEIS AT HIe® 99 HIGHIG3 I9aT : IMdd &7 T JEE / e &99
IF J7 | UHeH dF 9 d d9: JUSTHT myE Eret § arad €f Aeadt f US3™S dd& BTt
JEt FTfeddedl AST<T € @93 Jd& ©f Hfeur HUehT da=7@ et 76 fd ot % Jda = &T
ITIT AUST T YITET Irad I BfT fapdT UHes aF Yd'e ardd 979 ATSdTdl & HE =
FIETJ |
Hdd Irgd &=t § 3T GAEt Areadt § iy 9 <93 BEt Hg® & Jfvprr Ar=ar | 1%
WIIH & AfeHTE3 ad: W39 &t yaet M3 §3ue & Areawdt arga € u3 €3 g#T At
J | 99 €-H& o 3% f38t=q di3 faaT ot = ur v A2 3T fereT H3sy 7 fa &1
g fS9 It IBIT T T Irad @HTIT HIEhAT JI<TET ITEt ATS AT AT Sat I | 593 It Wie
I IIBI TS WSIH T Areadt fee 76 fagfa §v ode 9w fa @5t § MU nirasg
o AreaTdt HSEt 30 M3 JUat € &< /yd'E €3utet g79 U3T BITET 37 | AIfSH MTIST
&93 9 YHST I : IMud € d&edHHs 499, M3t w3 Aafer w39 &99 (8T 99 7 Irad
& €€ WIehy gaerfenT fapy At Ae” EW& Aafer nirasg &3 At ) ©F ynet a9 | 7% u3aH
J9 : A IMIA AIT ATSATIT ST HIEPHT JI=T8 I TH e ©f AZHS HIaa Must Arearat
T ymet &7 g9 A A€ €c & dE Ha BT fd g9 a3 T 3T (B¥) € § I® de &
grdtet T
ge Jot &3 ae Ueare § Aues T4 &9 33, Gvves &t :
B € Ut 99 : Irad & Ufd® w3 wWrydt & (8eads Bt : M3 fiw) & yret a9
fa@fa feu Afanfes doaT HiS=TYTs g7 J T T% J9s T8 IMad Ya'e™/ AT &= Irdd

J




e T fafonT ydt g9 € T 3T I& UBA J9a € BT MU mifrug et gerfest &F
UEET J4 |

Jot fe3 €< Aanst & fors 7% Uz | Sdifeans URA-1 & mifrdt §eg9s I A< aroa
At ATEdTat HIEhT gaeger I | Sdifedns YA A-2 fEa »fagt 8ewes I #7e arga
It ATSdTaT &dt HIEPHT ga=ger |

Verification Process -1:

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

Customer: Yes.

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

Customer: Sure, that would be Kunal Seth.

Agent: May | 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, | was given a customer-account number.

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

Customer: The service-order number is XY Z1234. The model number is ABC4567

Agent: Thank you. Just to confirm | 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. | can now assist your issue.

Verification Process -2:

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

Customer: Sure, that would be Abhaas Kapoor.
Agent: Thank you. May | 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 | 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




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. | am going to take just a few moments to check the account here.

Customer: Sure.

Agent: Sir, | 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, | 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, | 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, | 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: : ?




Customer: It is myname@email.com

Agent: . I can now assist your issue.
2. Verification Process -2
Agent: Sure, | 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
isIMeMyself ___themail .
Agent: Thank you Sir, ___ unable to find
in
Customer: How can that be? Please check again. | am sure it’s there.
Agent: | am Sir. Could you please ?
Customer: Sure, | live at: No. xx, xxth Street, Sector xx, Faridabad — xx.
Agent: Sir, | have tried ; however, I’m unable
to
Customer: I don’t know what to say.
Agent: Sir, | 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, | can assist you with that; however, before we continue I need to

?
Customer: Yes. What do you need?




Agent: ?
Customer: Sure, that would be Jagpreet Anand.
Agent: ?
Customer: Sure. My IS XXX — XXXXXXXXX, and my
IS XXXXXXXXXX.
Agent: ?
Customer: Yes, | have a customer-account number.
Agent: Thank you.

5
Customer: My IS XXX XXXX.

Agent: ?

Customer: I got it on the 5th of Sept, 2012.

Agent: ?
Customer: My email- |d is, Myself@email.com

Agent: . I can now assist your issue.

= 575 | gric BT difedHs Yns 978 w3 Ird BT AT g9 T HS 4SBT AFS 39
| IHT fue® Aans &9 fesue & Aae T |

wfgd™ 2 : »IgIIYT TF TTELT |

23 (ltalicized) 3 I€ Haet & €99 39319 <9 HArQ 3T 7 TaT €7 det Iy f5as:

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.

H&ae & fors &7 ug | 7ad AMT I 37 3wt fen & a@™ <9 3% J9s &t afam a9 Aae

Ulﬁ??ﬁmawwamwmawmwo g% feg mitfunr et & o
i usd

H3TdZ

o
.o
8
(s, E]
|

the laptop. am carrying |

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 afrom bought store. I online phone an



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 | computer all do could
10.most The love science. that computer | subject is



ARG 12: ardd & @& & d7dl fedem €< (Directing a Customer

Over the Phone)

AEfag ATEaTat (Relevant Knowledge)

gl Jot &3t It 3ASg 3 AT A'E de I9iE I I 3AS9 2 wI 3 <9 g9 Sim g9
ST fIpdT T | I M I FET SHTES (CSR) €7 3% UBW 96 Sgt MU fénedaed
gTaT fe 3t arehut gerfest § fors 5% BT |

peat| 3BT HE =

IASg-1 SHAICY
Desktop

My Computer Active application

Racycle bin

Shortcut to application

st | 24 @ a > =[Gy comeuter R aSd A

FaePm




Minimize
Close

_1ol <]

!

Maximize

IA<TT -3

9% UuB 1 (Role Play 1) :

CSR ¥ dfu€ed 3 arga SHaey few@e &et afder 71 CSR 8% a m3 Ha 3T It few
& T U'HE dder J |

9% uBH 2 (Role Play 2) :

I gselfrﬁc')-lo(a'd fog aag ME<t 71 CSR 8% & WI Ha 3T & &% fon 3% =T
U s ddar Jd |

% UBA 3 (Role Play 3) :
Wﬁﬁ?ﬁ@gﬁ?i;hé‘évwwﬁmﬂﬁw&m%ﬁﬁ?éwfwah?
UHBI dder J |

9% UBM 4 (Role Play 4) :

I YeeT J fd Aeae 925 fa8 7 ? CSR §8 o W3 HI 3T & &% foH 318 €7 U< Jdar
JI

g 1: Irdd § fagem €< (Directing a Customer)

IASIT 4 MI 5 € =93 JI9d UTBI gt fg ga< g 99 ¢
A T -
€&, W& Aadts €3 A T farrm 1 Phone is frozen on the menu screen”

Customer: My phone is frozen on the menu screen. | 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: | 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




restart, shall we?

Customer: Okay. Isita 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.
e Remove the battery and wait a few seconds, then reinsert the battery.
e 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 | don’t want to ruin the phone, so can you help me with
that?

CSR: Noissues! 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 | call out the instructions:

IATI-4
e Please (2) on the back of

your phone,
o Lift

IAStI-5

To replace the battery:

o Toreinstall the battery, arrange the battery contacts (1) with those in the battery compartment.
Press the until it clicks into place (2).




¢ 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:

mMfe™ 2: H3&%d (Modals)

AdT H3® § g€ w3 sl Ags &9 99 ¢

1. you like me to show you the way? (Could, Should, Would)

2. 1 check and let you know if we have this shirt in size XL. (will, shall, can)

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

4.1 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)

o &3 I Hasa &% fEa-fea @7a g6 : might, could, should, shall, can, will, would, may
H&aE & fords 5% UZ | Add AMT I 3T 3T fer & a&™ € 9 9% a9s ©f afim a9 rae
f{lﬁ?gﬂ?fgﬁﬁwwﬁﬁ?aﬁﬂa@ﬁh@m fes & fTg mifunr € B8t &
o I

H&as
fem & ug -
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.



JOes: I67 ABANG M3 INdd © fegarg Irsgs a3t aret O 1 €92 Hsad
5% Bt gt 99 |

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 1 was looking for.

Salesman: (Should / Would) you like this gift to be giftwrapped ma’am
Customer: Yes, please. And | (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! | (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 anythingelse | (will / can) help you with?

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



ARG 13: IR &% I9d § AgB<T (Handling an ANGRY

Customer)

AEfag ATEaTat (Relevant Knowledge)

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

Read aloud the situation given below:

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!”

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

Would you feel “nice”, “upset™, “pleasant™, “irritated”, ““‘unconcerned’, “cheated’, “*happy”

“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.

fea Irerg Aafen faynefes ddtma € T a€t &7 o€t Ifn =& arga mr@er ot 7 | feg
fAg arud ITsa3 Bet fasgs = Aqft &4t €3¢ | feg fad m 7e° arad 993 fAmer afe
fS9 3= 3™ areHT Aefen foymefes ¥ &0t 99 AAE™ | IMId € IH IS € IS At AT
IHI T AIET T |

A Ir9d 933 a7 »e 3T IHeHd Aafen foynefes & €% aroa & femem guar
wgmxﬁvwwwmﬁmaﬁm

areHT Hafen faymefes ofm =8 arudt & B3 <9 Ho93 TS 95 BTt It
fe3t aret Saala &t =93 qeT I |




HZ 37 (Remain calm): A€ IAT T I @& IMod &% I od dd I I+ INET °HIF I9
W3 Uled &% Jis I3 | feg Higer a3 fa 7 IAT arud I8 5% feur faor € 395
&% fSHT sat AT JusT € faw @3uTe aad T | fon Bet FeaT<e 5% 7Y &T &< | 7ad
IHT ITH '8 M9 &% A f<9 1 I1® 4991 3T 6T A3 I 87 I3TF &% J9 femer IH
feg 3t® Jaar| fed fAgd AT 5 F AT &< WI 8BS BTt WiyST Idt ot €3t a9 |
H393ya=a 1% d9 »3 fed fAd M Az 3d |
HE (Listen) : faaT fan garee 3" A3t &% A fa Iraa ot afger gdger I | feq fadaz AF
IH TH Irod & fast gy et gesT, Gt mimy & ufe gaaT »iur an J fAr gmmar
IS 5% fe=ag gaa fea arerg mafen faymefes T AT T AET T
Het HareT (Apologize) : FUaT B gHTfEeT I< € &3 Hd9 IMdd § 3973 fan §3ue 3
et yArst mret 37 At 6F 3 Het Har Fae 9
Gevg9s @ Bt

¢ “l apologize that (specify the issue) happened”

e “lamsorry you ran into that issue”

e “Youareright; itisourerror; and I apologize”
e “I’msorry your expectations weren’t met. Let’s focus on finding a solution
that will make you happy.”
fewumT aa: Iraa € T & g9ar »ue meet & forrfynr g9 37 7 arod
feg niform A< fa gwt Gnet mifmr & mig 99 91 A9 ardd § feg wats 7 AT I
for gt €7 <t mifforr § Ay 99 T 3T §9 wig afoe &t afim soe/aqet T |

far g7 & Iasle § mize Bt €7 &% gHeEde! @99 &4 (Be empathetic; to
identify with and understand someone else’s situation) : fam I T I &% fesag
Jde AF feg HI3=uds g Aer 7 fa €7 &% oHegdet "ad A3t A< | O'e d4 Irdd
Ie 75 fa Guat &t 918 § fois &7 Bfew 772 | ar9d & AMSS € A9 3° SUbAT IdtaT
feg T fo §n <t 9t & fors &% §S W AT |

At oo & feg iy e eT ugs 99 99 I fa IRt fawt far fammer stst 3 @wet of® iy
ga 7 fae fa:

o “You’reright, it can be frustrating to read and fill out all of this paperwork”
o “lunderstand how frustrating writing this down must be.”

#ied = AT A= Hawt e HigH Ja I< Ug fEd arers Aafen faynefes & aroa &
AT fere™ &% 3 AfgAST 578 3% Jdat WUIMWWB‘&HWUWU
fa gt mifmrr areve refen foyrefes € ded® f&g F w3 gt ¥ oy =8 araa
& A% € 91 3¢9T JuT J M3 FHT Irud & T g7 irfee I8 &9 AT J |

Illl:}la

I%3 § HU9s ©F dfAE d4:

AT o7 9% a9 -

o Mifyr v fed fAaoT IS feG fa fam o & arga ym § A= |

e YTH I € BT MifT § 31d a9 M3 3Ty f9 <93 A T8 HUEs § <4 |



o I § TIIT Wats feer@er Aat 929 fa Aa9 feg aet yafas m@et 3t gt
En<t AotfesT € Bt Quday Iaar

o 1 WeaT Wt I BHeT S9s5 a9 -

o MifF™ M3 EAE I8 & €996 |

o M 3 GHE J% BTt 3T A = se8= d13 76 §usT & €996 3T+ 3iH J¢ ardd
g U3 Ba1 A< fa mrs € f&g ot di3T fapur T |

daH AEUt »amdat da=ret d9aT (Follow up) : Imoa €3 ffq Adt yg= uGe ©

et Ae° MifnT 9% § 7t 3 3T 80 3 gie aroa & € sty Aew € a feg wdts

oG fa IAT 99 arad e fodTs Jue T | A€ IMad & ITAT U3H T JieT I W AT

T IS T Aer I 3 fev F-my TUMAT Irgat § €9 JUST € 7% gTEl JuS M3 IF

J9 &< IMdd g8 & fS9 AaTet g=ar|

I E Us=E a4 (Thank the customer) : WMTUST ANHT TR M3 MTUST AIHT & ©

B I € USSE J9 | g § ©F g Ens dust st feq Guarg a3 I fAn 7% 99

argat & = AotfesT dant 7 fa fed fagt mifm € 5% g9 30 95 |

YIT=HB! 9 B Irdd & Us<e d9 (End the call on a high-note): fed

maﬂvz{ro«-wadl-uo«?uaq-e Jad de M3 g7 & g9 fa At €7 & Stz8a &t 3 B

e’rqed qderu-uqﬁmewgﬁwﬁwxﬁwmsﬁaw

W@smﬂﬁ?ﬁ'al

ww%@i‘e’ﬁauqm“gﬁdu-uqa—e’?ﬁmmﬁnﬁuﬁéu’c g a% ot

AE&T 9ge ?

Had IH IHeHd Aafer foyrefes e 3t It &3t &% fa=” sfrse ?

AT MTUST &< ga fSg miusT e fous set §ug €3 98 Aa3t ©f @93 99 Aaw J:

“ feq aroa & feq yfny dfuGes g8 Tat duat a: ffa s=t uery yatfen|
wmmmkﬁwmﬁﬂwnﬂwﬁawwwaﬁm%ﬂ?
BUeY 9% €< A feg He3 <9 few yeu st oz a9 |

dust gfdet I fa feg Arst faderat sat & Mz wiAt fer Suey § =dt gestar fagfa
fen € fe9 uet & 7= a9 fene gy I &9 Aae Aade © fors Hge 75|
I duat § afder I fa Suey €3 ae <t uret a9t funr | feg =t Ard aroa Just
€ JHeHT Fafer fsugene R aB e g6 3 g I Tme ear su s s 8T U5 |
fom €@ o319 @7 Irod g9 IW fSgmr AT I 17

g™ 1: IR TH I § HIBST

Jot &3t mumst &9 st g=t 99 3T | IIT M3 THHI Hafen foynefes €
fegag IiBa3 yat A |



e As | understand, the music system installed in your laptop is not functioning properly. Am |
correct?

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

¢ Thank you for your patience, Ma’am.
¢ | understand you’d like your laptop replaced, would that be correct?

e | 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.

e system with a brand new one! Would that be okay with you? - How can I help you, Ma’am?
¢ So | can better serve you, and get started on solving the issue,
e Could you please tell me what is the issue you’re facing Ma’am?

e 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?

e 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, | guess so.
CSR: 2

Customer: | 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!




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:

g 2: HYdS TISH™S = (Present Perfect Tense)

A4t WUEs § 9< ¢

1. lam 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

Hsas

fer & ug

TIIHS HYTS T (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.



HYd& g3 % (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.

geTe3z : HYd& (Present and past Perfect form) Se78< & &€t U&! g<t 996 THI Fdde
f&g &3t aret nat fafonr € 93 a9 |

1. One of the most difficult customers | (face) is Mrs. Anju Mukherjee.

2. Neither | 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) inonly a few
minutes by him!

6.1 (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 | (make) the bill, he called

and cancelled it.

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




AEfag ATEaTat (Relevant Knowledge)

fer s €7 §E0 UZ 91° AFS 11, 12 M3 13 §7d ISt A'SdTdl €7 HBAS Ja6T J |
2a1 : Mt &7 W¥iae yast w3 €739 €3 3% udn 3 »urfez g=ar| €39 e
H&aE dee, Yyadl, ferdds, 9 539 M3 HeT=s! 3 MuTfd3s I<ar # fa ins &9
HHS J13 98 75 |
feut : o9 Avs Bt fea mifod yaiae g<ar :

o FETaT @ UZ3% (Verification of Information)

e IMUA & €& It fsgem &< (Directing a Customer Over The Phone)

e I B Irgd § A& (Handling an ANGRY Customer)

H&ias

ARG 11 € Yoia< : ATedTdl €F U378 (Verification of Information)

UHS

yrs AanAs fee fdsr Hge T A 999 yRs ©F ydr €39 mue meet fev
feGi

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?

9% uBn (Role Play):

o~
|

Fdifeans UAA § YT 7 | fen Ii5e3 § Yar dds 3 gmie, fen isa3 § ea € gu
IBH € AIHS YTdH3 J9 |

= = = = = U

3% uBn-1 (Role Play 1): Sdifedds YR A-1
Customer Service Representative: Sure, | can help you with sourcing your order number;

however, before we continue . Is that
)

d

Customer: Yes.
Customer Service Representative: May ?
Customer: Sure, that would be Karan Thakur.




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, | was given a

Customer Service Representative: Thank you. May | 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 .Ican
now assist you with your issue.

<7 (Sentences):

3) Jof fe3 =at § guar 39319 © ff9 d9 3T feust er det Migg g€ 7= -
a) the | day. laptop to every work carry

b) Gadgetronics. another customer Notebook The from bought

c) software all work. wish do was there our that | 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 | subject is

g) PC afrom new store. | website Tablet a bought

h) sold bought his and a Macintosh new laptop. on Armaan the APPLE internet, brand old computer
1) everyday have important part Computers of life. an become

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

Fhhhhhkhkhkhkkhkhkhrrhrhkhkhkhhhrrrrrrhkhkhkhrrrrrrhkhkhkhhkhirrrhhhhhhiiiriiixixdx

ARG 12 T Y&ES : Irod § €& Jal fagem € (Directing a Customer
Over The Phone)

IB-UBH :

1) Jot €3 I =gt § o9 39319 9 BIrG »3 Ut g7=ef 93 3T 7 9 Ya' J Ad
I M3 IHEHT Hafer faynefew fegarg fEq Jait afea3 o< A |




1: 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. Thefile 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, | 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




confirm once you do.

c) Please click on the “Start” button at the bottom right corner of the taskbar.

d) Adrop-down menu should appear next to the “Shut-Down” / “Log Off"button.
e) Thank you. Please click on the “Shut-Down” / “Log Off” button.

<d (Sentences):
Customer Service Representative:

Customer: Okay.
Customer Service Representative:

Customer: Yes, | do.
Customer Service Representative:

Customer: Okay, | have.
Customer Service Representative:

Customer: Yes, it has.
Customer Service Representative:

Customer: Okay, done. Thank you.

<7 (Sentences) :

2) ITIT M3 THHT IS faynefes € fegad Jisa3 s &t €a< 'S 575 Ut
g<r g4d .

Customer Service Representative: Hello ma’am! How (may / will) I help you?

Customer: Well, 1 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



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 1 was looking for.

Customer Service Representative: While you’re looking at those, (will/may) | 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 |
(will / can) help you with, Ma’am?
Customer: No, thanks! You have been a great help!

*hkhkkhkkhkkhkkhkihhkhkhkkhkhhhhikhhhiihhkhhihhhkihihhkhihihkhkkhkhhhhiihhhkkiihhhhhhhhihhhiihhiihhihihihiiikx

ANS 13 € UBES : IH 8 Irgd § Ag™®eT (Handling an ANGRY
Customer)
yns ¢

-

yHG Rans <9 fisT Ag= T Ad 99d YA 7 Yar €39 M meet fee feG

a. When facing an issue with a dis-satisfied customer, what must a company do to ensure customer
satisfaction?

b. What must acompany 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?

9% udBH (Role Play)
2) I&T fEItt arebd™ mrumsT &9 Ut gret 99 3T 7 8 37 & Irdd M3 THEHT

Aafen faymrefes fegag Iima3 ydat I AT |




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 | please have a moment to check your
records?

¢) Thank you for your patience, Ma’am.
d) lunderstand 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 | help you, Ma’am?

g) As | understand, the music system installed in your laptop is not functioning properly. Am |
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 | 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 | 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, | 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:




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:

<7 (Sentences)

3) gdaet few &3t aret fafowr & Aot T93° 9@ HYds T3S W3 FITH
(Present and Past Perfect form) € @ §&7§ |

a) One of the most difficult customers | (face) is Mr. Anand Singh.

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

c) I had to politely remind him, as | (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.

) The problem that none of us was able to solve for so long, (solve) inonly 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.

FEAARAAARAAAAAAAAAkAAAkAAAkhAhhkhhhkhhhkhhhhhhhrdhrhhkhihhkikihkhkhhhihkhkihhihiiiix



AH® 14: 3rgd € YAST & U8 ddaT (Handling Customer Querieg)

f
AEfag ATEaTat (Relevant Knowledge)

Hag gl € areHs Aafen At A% foyrefes =a dW dae T 3T 3T WU Irdat <8
Us 7' T8 §93 A'd YynaT € §°39 @ U=ar|

g9 MY <93 <9 W@ o8 o fAus™ € It 993 fewer =93 ddar :

1. “How can I help you, Ma’am/Sir?”

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

3. “Of course, | 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?”

e €T IHeHs Aafen A A% foynefes & arua gnmar as a3t At I 3T G0 arga
&% 53 Tt fovaaT 3 i 7% U e ardter F fre “How can | help you, Ma’am
/Sir?
AHeHT Hafen A A% faynefes arua § feu &t »my Aaer J fa B 3ot sfeu f[eg =t
yafas f&g AofesT g6 &et f3nmg T | 7€° aHeHd Aafen A A% fainfes e arua &
UseE JI3T Ater I 3T §H & “You are welcome, Ma’am/Sir."afgs €t & fen 3gt grg e
grateT T "It was a pleasure serving you Ma’am/Sir.” A “It’s my pleasure, Ma’am/Sir”
g9 HJITYTS W' JUE Wdr ST :
fu‘rrr'?;mﬂé(ListenCarefully) Ird ©f 3% § s 5% Aear Gar ot
HI3=Yds  fisT fa 87 &% 3% qaaT Agat ¥ | datt 397 Hews & 5% AT arod &
O ofs T d=fez T ae § 7 §u afger oder T |

o fenrfipr gaat - feg Afonfes a9s & et fa gwt AT Arearet & 9 T ffa
areHd Aafen faymrefes & arod gxmar aat aret 9i% & »ue meet <9 Aga
gIdgeT Igie UW@HWSEW@HEHTH‘FE&FUIfEqu q95 &7 IS &
mmwaﬁgﬁ@ﬂéwammwwwaw@ﬂﬁmaww
T | fem 397 99% 575 T & feg =t wals T AET I fx aHeHT AE fourefes @0 dn
& M AHYS ot SR a9 foar T 7 OWg fagr 7 foor T 1 fen € &% atzwrs i
fan a3t 3 gfem™ 77 AgeT T | IAeHT A foydefes & arua v St Aredrat HIEhT
Fa=get el I 3 H 8U yus UYger I §ust § Agd gddge gdter I |
o JEta® AreaTdt HUEMT 9 (Provide practical details) : IHeHd A& faynefes
eaT Irad & feg fagt Aredrdt HdehHT geergt Idtet I 7 ard § §3ue M3
Aafen & mige ST AufesT ad |
e HAAG'GET (Smiling) : AT 85 3 IMud € YAsT € gy &3 A g5 37 8¢ arud
aHeHT A% faymrefes € yaga@< & e & A< Aaer J | few An* feg wfes aqt
JueT fg aeHd AS faywnefes v fes fa= difsnr T |, feg A9 €< vi3=yas &dt




dgerAe 89 arud €1 AuTfesT a9 39 I¢ 5 | feu I3u=yds e J fa araa § Ag 3
YH 3 WTEdId Mg d< JaeTenT A< Ae =t €U aHeHd A% foynefes § % gaer J |

™ 1: IHCHT € YHST € g9 g7

I MI THSHT AS faymrefew fegaa B3 & Ya™ d95 &eT 7983 (jumbled)
Aget & gu9T 39319 ST &9 | 7953 (jumbled) meet & 22 (italic) 3T Ifemr T |
Sales Rep: Yes, Ma’am/Sir. How can | help you?

Customer: | just wanted to ask you if this | 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: | see. When it buy you did?

Customer: | 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 | help you, Sir/Ma’am?

Customer: | 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 | can help you with?
Customer: No, be that all will. Thanks again.

Sales Rep: No problem, Ma’am/Sir.




nifgm 2 : fouafes AUlg (Reported Speech)

ot f&3tit @9 €0 mums § ¥ # fa Direct Speech @A T

1. The customer asked the salesperson if that TV was on sale.

(@) “Isthis TV on sale?”

(b) “Isthat TV on sale?

(c) “Was that TV on sale?”

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

(@) “The TV isnotonsale.”

(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.

(@) “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.

(@) “The price was fixed.”

(b) “That the price is fixed.”

(c) “The priceis fixed.

H&ae § fors 5% ug | Agg adt T, 3T gt fen § ae™ 9 9% aos < afim a9 Fae

%ﬁ?wmgmwaﬁwwm@ﬁm@m fes oo fig milfmr set &
|

H&as

o fer & ug

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.



guTfeg: gt &3 e gt of AUty 9eF |

1. Customer: “I got this gift coupon yesterday. Can | redeem it here?”

Salesperson: “Yes Sir, you can.”

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

3. Salesperson: “We have astrict “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 aminute.”




A& 15: AURStaas €< (Clarifying)
AEfag ATEaTat (Relevant Knowledge)

AT Ir9d % JaeT 3T (8 Inerd Aafen foynefes aroa § I yns Yser I 3 #
feg AuEe T A< fa €7 araa a’rwue-zrwmrfﬂwa?zr?wars’wea?f—e'vw@a‘
T% g fo3 T 96 fAust €t 293" aHeHy mafen foynefes g a1t et O

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.Sowhat you're saying isthatthemobile_ toyou, 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?

HY W3 AT oY &7% UTst 8F 99 M3 TaT § WISt &¢ §9 <9 &y |

MfIHM™H 1: AUTES d3&T (Clarifying)

Jot f&3 T/at € AT § €99 3931 <9 &Ire 3+ 7 areHs Aafen faymefes w3 arga
’@Gaﬂams'u-d’rzrﬂsn

fem -1

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.




fem -2
a) CSR: Now, could you please open a new word document, and type your name?

b) 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 in the socket properly?

d) Customer: Yes, exactly!

e) CSR: Can you tell me what the issue you’re facing is?
f) Customer: Great! | 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 alittle loose.

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

I) 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.

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

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

g) CSR: Thank you.
r) Customer: Yes.

mfgm™ 2: yAs g8

Jgot €3 98 =9t BET 7 ed< yus 7 Aaer I, 9Wg ¥
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. Tarais going to the mall with Smita.
(@) 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?



(b) Which book does he want to buy?
(c) What does he want to do?
4. She should meet him at school.
(@) 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.
(@) When will the lunch arrive?
(b) Who sends the lunch?
(c) Where is the lunch?
6. Itis Tina’s birthday tomorrow.
(a) Whose birthday is it tomorrow?
(b) Who is Tina?

(c) What day is tomorrow?

H&aeE § fos &% uz | Agd AdT 37 3T fen & a@™ <9 7% J95 €t afan a9 Aae
U|ﬁ?3ﬁ%ﬂawwamwmawmhmk€mﬁwwwa

usd

H&as

geTfes : €T yAs < W Irod dfder gger J |

@egas BTt

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: | would like an ice-cream.

Your question:
I. What flavor would you like?



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: | like the phone but | 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?
il. 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: | 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: | 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?



AA® 16: 7% & y='7 (The Call Flow)
Agfag AT=ardt (Relevant Knowledge)

ST &t Aee T fa a7 Y=o (call flow) €7 »ag &t J ? mryeT €39 &7 f&d |

at At Aree T fa SBIes fan s9i3 § Ag 3 subm se @ o a u3a T IcBRs €3
T wafaa gve § 5 3 30 fie 39 fuse gs fam f[S9 €0 arga &% Jizgz goer
M mrueT fors araa €°3 d'efda ager I | 7dd ¥ ¢ I8T33 AdT J9 3T 87 ffa araa
wet €T Tredrg Us 9T AdeT 7, MITIeTEIIN ¢ a9 AaeT I M3 ardd & foHg g Ager
J | feg §3ue § =ubdr s M3 &9 BT % & J AT J | IABT3 § At ferr &%
& J A< sEt feq 39T € % y=9 & Age3 It I |

J&T I8 UB'E &t fag e 11 wdrfee (“Call-Flow Chart”) fea @ubyT Iraa se@< w3
fea §3ue & =ubyr g9iF s €3 aefaz us|

1. AE393 QUf&ar (HATT™S) | viruST T dUST €7 5™ €F W3 Ue fa ot mifmdr J)

e “Good morning or Good afternoon. Customer Care. This is Preetha.”

¢ “Thank you for calling Customer Care. This is Preetha. How may | help you?”
2. YRSt II& BT arad € 7 = i I feq =vdt §rg mrue meet f<9 Ag9 fors
dd |
e “So, what you’re saying is you wantto/ you havea....... would that be correct?”
¢ “From what I understand, you would like to/your .......... would that be correct?”
3. UZ3™® qd& BE Aredrat Hat |
¢ “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)

(% fage €< It A<t St =3l A€ I MTUST ATt ATEaTat ©F UHST Jaar) |
4. yAS U
e “Inorder to find out what happened, I will need to ask you some questions.”

¢ “Doyoumind if I ask you some questions so we can find out what has happened?”
o “For me to assist you better, may | ask you a few questions?”



5. M § AU T & Areardt 979 Y& (please M3 thank you Aeet € 93" &9)
“Can you tell me when you first noticed the problem with ............ ?”
e “For how long has itbeen ....... ?”
¢ “When did you buy the product...?”
¢ “Have you checked the.....?”
¢ “Thanks. | have one final question.”
6. IMIF & WAlS e |
e “This is justa small issue. Please be sure | will find a solution.”
e “There’s nothing to worry. I will guide you through the instructions.”
o “lwill get that information for you.”
7. @ I8 Bet 293 A’ @78 A UH ©f U&aT Jd<S8E BTt Irdd & AfoH3t &< |
We’ll have to perform a few troubleshooting steps / instructions. Is it okay with you?”
8. rad & fagem €< |

e “Pleaseplacethe ........................overthe ............ andclickon ................. on
the mouse and thenclickon........................ ”
e “Pleaseclickonthe.............. atthe bottom ................. of your
... youwill seea........ onthe .................... of
the................. ”

9. Irug & feg Areardt fe€ fa 3ot mif &7 35 T farrr I Mz arod 38 314
feaas d9& Bt AfoHST &< |

“Iwould like to inform you that the issue you called usfor................cocoeeeennn. has been solved.

I’d like your permission to record this interaction as resolved.”

10. AUHSIEa® “Is there anything else?”
¢ “May I help you with anything else?”

(lo-la

¢ “Do you have any additional questions, Sir/Ma’am?”
e “Isthere anything else I can help you with today, Sir/Ma’am?”

11. A 39T IB RN (% ¥3H F3&7) (fen ff9 da=me , mius™ i3 STUST €7 5™ HTHS 4 )
e “Thank you forcalling........................ Thiswas.................. Good-bye.”
e “Thankyouforcalling........................... You were speakingto/with..................
Goodbye.”
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Ha-3&%-usn (Mock-Role-Play):
Situation: Acustomer 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 | 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 afile on the Desktop on my PC that | 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, | will need to verify your account
information before we continue. May | have your first name and last name please?

Customer: Sure, itis Sahil Shah.
Agent: Thank you. May I have your C-T-S account number please?
Customer: Thatis XYZ1234.




Agent: Thank you. Just to confirm that | have the right account, | 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. | 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 | am.

Agent: Which operating system are you running on your PC, sir?
Customer: Itiswindows 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
menul.

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. | 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.

W™ 1: T& B (T8 YI'J) T UTHST JIaT

J&T I8 UBH g, gde e »iue puet 9 ust <t 99 | IAT fued Aaws W3 €ud
% g% g9 &9 feaue & Aaw T, U MuST Age=al § <93, amul Une &7 &g |




3% udn 1 (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 | 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: - -
3% UsH 2 (Role-Play -2)

Situation: Acustomer 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: | 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:




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:

mfe™ 2 : FIS3H'S AT AMT (Present Continuous Tense)

Jot f&3 =at § €% ug w3 €v T g | T93Hs AT AN (Present Continuous
Tense) fE€w &1

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.

&g § fos &% ug | Agd AMT 37 3T fen & a@™ <9 7% J95 €t afan a9 Aae
Ulﬁ?gﬁfeﬂawwawmmawm’eﬁmf—ﬁ'mgﬁwa

1. Meetika and I are solving the riddles.
2. One of my colleagues is coming to dinner tonight.
3. Isanyone coming to the dance show?

Jefeg : g99de &9 fE3t aret fafou™ &7 =g3aH™s Aat A (Present Continuous Tense) &
T 8T BE yHT gt g9 |



1. Keeping in mind the special brand name and image of our company, | (prepare) a
new advertisement for our products.

2.Ma’am, we (launch) a new mobile phone, which will make dialing calls easier.

3.Sir, | (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. Ifyou (look) for a computer that most artists use, then this is the one.

6. | 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. Alot of stores charge far more money than we have offered. But we (charge) less
because you are a regular customer.

8. Ifyou (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.



N
AT &7 H&ide yast M3 §39 €3 3% udn 3 mufal d=ar| €39 € yaiae
dce, yrar, fendes, o9 9239 m3 meeesl €3 »ufds <9 7 fa Avs 14,15 M3
16 {9 AH® d13 3T I5 |
Mt Wetae & f3s grart feg Sfaw fapur T 7 fa 99a Avs set ffq g=ar :
e IUF € YHST § I& ddaT (Handling Customer Queries)
e AUWtEds @<T (Clarifying)
e T T Y=7 (The Call Flow)

H&as

AHTEHT ARG 14 : Irod € YHST § I® ddaT (Handling Customer
Queries)

udq>

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?
¢. 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).

<A (Sentence)

1. Customer: “I bought a computer yesterday. Can | 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



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, | lost my service-delivery number. Could you please give me the number again?”

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

kkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkhkkkkkkkkkkkkkkkkhkkkhkkx

mitfanT ARS 15 : AURSEds @< (Clarifying)
UHS:

“UNE” Aames <9 fisT Hee J A 999 YAs & Yar §°37 Mue meet f[Eg fe6 |
a) €7 fagz v =93 ST e =8 yns I& 7 €T IHeHd Hafen faynefes araa &
feg AUEe 995 &Et Ueer 7 fa €T (arad) ot Iger A7 &t AT 3 ?
4% UBH (Role Play)
gugT I931y &9 a9 -
3% U 1 (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.

1>

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?




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: InApple, 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.

3% UBn 2 (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! | can see my name. Thank you!

CSR: As l 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 | correct?
Customer: It’sa little loose.

CSR: Could you push it in the socket firmly?

Customer: When | 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. | need one of your computer technicians to come
and repair it.

CSR: Thank you.
Customer: Yes.




< (Sentences) :
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1. Customer: I would like to sell my laptop for 7,500 rupees.
Your question:
e Whenwould you like to sell it?
e Howoldisthe laptop?
2. Customer: 1 would like to buy a mobile phone.
Your question:
e What kind of phone would you like to buy?
e Isthereany particular brand of phone that you would like to see?
3. Customer: Could you show me a pair of speakers please?
Your question:
e Sure! Are you looking for a specific brand or model?
e 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?
e Would you like one CD for each subject?

5. Customer: I need to exchange this phone. It hasn’t been working from the day | bought it!
Your question:
e Oh, that’s too bad! Do you want to buy another phone in exchange?

¢ 1I’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: | like the phone but 1 don’t like the color.
Your question:
o 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?
o \We have all of Apple iPhones. Which one would you like to see?
8. Customer: | saw a pair of speakers here last week — can you please find that for me?



Your question:
o  Where was the brand or model of the speakers?
e What was the brand or model of the speakers?
9. Customer: Can you show us a computer?
Your question:
e  Should I show you a desktop or a laptop?
e  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:
e  Whyare you looking for something in particular?
e  Areyoulooking for aparticular type of computer?

AT AHS 16 : % &7 Y= (The Call Flow)

UHS:

“UNE” Fams ST fisT Hg= T A, 999 YHa & Yar §°37 »ue meet f<9 fe6 |
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?

<a (Sentences) :

2) gdaet fSg f&3t aret Aot =99 & g9 (Correct form of Verb) @93 & TI3IH™ AT AN
(Present Continuous Tense ) ff9 =7q 57§ |

a. Keeping in mind the special brand name and image of our company; | (made) new
user manuals for all our computers.

b. Thisis 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. Alot 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. Ifyou (look) for a store that sells computers at (the) best prices, then you’ve come

to the right place!



h. We have sold at least 120 laptops today. We (run) out of stock now. These are the last
three we have.

i. Ifyou (will) to buy them now, then we can offer you a 30% discount.
J- 1 (search) for the customer service report.
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AH® 17: €139 €<t M3 Y3 ddat (Giving and receiving
Feedback)

AEfag ATEaTat (Relevant Knowledge)

dot &3 Tt § €9t ug :
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.
a)feor eI ymge T
b) feg Higaw o€ T fq fan § Mz o3 Jas ST &3 J|
IS 593 BE IAST g9 o, ot IS8T muns (F) 7% AEUS T A »URS (8) 575 |
Jdd 39T & B FAT fa< g @9 ? »ueT gAY fBH |

a > w D oE

38 @ w3 BT A I% Hed four fagent <t user atst Adt & # fa fen
3IqT IS
z8a €< wet four fsaew :
o MUY 589 § Araaana (Uafew) feurG: Gewos &€ “How do you expect
us to meet if you don’t tell us the time and location"afa< @t & feg &g : “ It would have been
helpful if you had emailed the location and starting time for the meeting to everybody”
o UrffeT d< &% ANE3T I & Har Uer geT d Adiq ddifes I &% A<
g fa gusT dH YT BT T |
e WBAS 9d& ©f 8 Td=s a9 : §T9ds BT “You are lazy and unreliable” Sfgs &t
gt feg &9 : “You didn’t bring the notes to the meeting, which you agreed you would”
o # I Hfewm 3 Sfwnr T EAET T9es T95 &% it Bt I=a=IHA T T IS
I9& € FIF wWeet T )
o WUST THI M3 FeE&sT= § TR : §E¥TUds & : “You were very rude” afgs &t
g feg &9 : “I felt unsettled when you argued your point”




o St yStfafenr €< 5% fenast § Ao € Har fiuser T w3 G dissa féder T
e Be specific rather than general : 8€739& &€t “You and your company are

disorganised’afgE €t gt feT &9 : “When you spent forty minutes trying to find my account
details in your records, I lost some of my confidence” |

o W 39 I 3T G€ frvmer ygremst get 9 A S38a Set §53t i3t A=, &7
fa wagen3t |

o ™ 39 3 138, 7a9 €3 fesud 3 At 831 T A, fE3t A=, 3T 993 HI3=Yas/
BrgoTed got J |

o feTST T %rﬁwmﬁeﬂmanﬁwwﬁmrmfmvxﬁ@mﬁawﬁ
€7 3ust adt 98t 9w § g9 gudw 3T # fev u3T a1 Ad fa gt 7 faur At €9
fenast @n ate & My S T

gs8a yu3z 95 Bet fenr fagew :

o 38 & s 5% A< | g fena3t €F 3i AHse ©f afar 99 |

o foai <t St38a § sTaIIHT (&dife=) &dt fagr AtET | ATt SISTSTH THET ATTT 30T
gt %, fAge femaat € afas e €91 STId3Ha T AaeT 7 |
o frge fen 919 €3 J'efez 39 fa Siz8q 3 af fitue & Ages I
o 38T & feq o &t sardsT gter | §39q § forns 5% Uz, 7S w3 fegrd, M3 =4
f faw fe gew= a9% & &= T A &4t

o ST T g9 MU feugg 3 TesT=E Ydle a9 M3 1 TS HIT 6, 8t g9 R |

o fona3t & ©F fa €0 3ust AurfesT € =et disdq <9 dt se%= a9 Ager J |

o fonaat € S38a €3 fos €< w3z g<t €t yrwr a9 | fA=” fa “Thank you for the
feedback’ AT “Thank you for the ideas’.

mfg™ 1: IS8T <t M3 YU3 JqIaT
gdS! SIS9d MF §9T &% UTHBt gt g9
o | will work harder.

¢ Thank you for the feedback, Sir/Ma’am.
e 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.




B:
3. A: lwould like to give you a feedback.
B: Okay, Sir.

B: Thank you for the feedback, Sir/Ma’am.

A: 1would like to give you a feedback. You have done very well till now.

A: As asales representative, you need to be more attentive to the customers.

mfgma 2: faudfes mule (Reported Speech)

ot f&3 o€ 9 sfedae Aulg €9 g5 1 €/ »rums § §< # fa iw uiet

faudafes mute WaA9d I
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. Reenato the supervisor: “Thank you, Ma’am.”
(a) Reenatold 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.”

(@) 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. Reenato the supervisor: “I will work harder.”

(a) Reenatold the supervisor she would work harder.

(b) Reena told the supervisor she will work harder.

(c) Reenatold the supervisor I will work harder.

5. The supervisor to Reena: “You will get a feedback.”



(@) 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.

H&aeE & fors 5% ug | Agg adt I 3T At fen § aomw fI9 U‘Eo«do ot 3fam J9 Aae
Ulﬁ??ﬁmawwawwmawmlea g% feg mitfunr et & o
i usd

H&as

- fem g ug
@?’?.IH?F :
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.
JgeTfed : %3 (Bold) 13 9¥ a1 § foudfes mitw f<g 5e&:

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. | will try harder.”

3. Manager: “You have to learn how to work in a team.”

Saroj: “Yes, Sir. Actually this is the first time | am working as a part of a team.”

Saroj: “However, I will give it my level best.”

4. Manager: “Saroj, | 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.”




AT ARG (Review Session) 6:

2a1 : Mt &7 WBiae yast w3 €397 €3 3% udn 3 »urfez g=ar| €39 e
H&EE UF JI® ARG 5, 6 M3 7 € de<, YHdT, fonrdes, @ 939 w3 maeest €3
WMUTfdg I=9r 7 & A ff9 IS o139 38 I5 |

mtfanT Hetae f&e Aims AHs 7 - S38a @t M3 YUz J9at (Giving and receiving
Feedback)

H&ias

AT HSTae ARG 17 - 889 €S W3 YUz daat (Giving and

receiving Feedback)

UHS -

fisT Hge T Ad fen Aows &9 999 yus € yar €739 »us maet &9 fek |

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.

0 “You did a good job!"-

0 “You need to improve your performance.”

0 “You have improved a lot.”

0 “You have done well.”

0 “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?



3% Ud (Role Play)
1) “A” W3 “B” feugdd BT § YI™ I35 BTl A< 1599 WS AT 5% YT
g<r gd |
a) l 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. | will work on it.
2.A: How do you find work at our office?
B: I like working here, Sir/Ma’am.
A: 1would 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 | could get.

A: I’d like to give you some feedback that may help you.
B: What is it?

A:

3. A: lwould 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.




< (Sentences):
2) &3 o Tt f&g srfedae mite & foldfes mile f<T ge5 & yat g=f 39|

e Manager: “Sabhil, your presentation was very good!”

Sahil: “Thank you, Sir!”

Team Leader: “Trisha, you need to be more focused on your work.”

Trisha: “Yes, Sir. | will try harder.”

e Manager: “You have to learn how to work in a team.”

Sahil: “Yes, Ma’am. Actually this is the first time | am working as a part of a team.”

e Manager: “How do you like working in this office?”

Sahil: “Sir, | like the office very much as it provides opportunities for moving ahead.”

e Team Leader: “Trisha, I am happy to see that you are improving.”

Sahil: “Thank you, Sir.”
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JIBEI dd5 € &9 (Communication Skills)
A& 17; Ji%9'g dd6 & gadt @ HI33™ (Importance of

Communication Skills)

JIBII I9& g™ AHdaT=T & fer Adns f&9 Jot fe3 fer iHs i3 I 0s:

o JBI'I II&E & T&IT T HII T
o UITTHHI HSE &t gasIT=T
o 575-T39% (fg& SfewT) JTea 3 daaT
o IH T HE'S €T IIHTI qdaT
o fEcafeq Afdsa
feg Aows g fed faght Aree Afdaw 83 aefdzl I fAusT St U Ags I amE aH ©
mymmﬁmﬂﬁmmwmmwwmmmuﬁmmwm

e f&g 3o mifgmm w3 fafenr=t, mmmwmuﬁsmﬂw
WWWWSWW%W@WWWWWWl

AEfag AT=aTat (Relevant Knowledge)

T I at & ? (What Is Communication?)

a3 fI9 fAde I1%T I9aT It &at Jer gsfa feg fen 3° »@rg e o J, few feg fam
AEadt € MesT gest J13T A7 39t g 7, §AT g9 993 famrer AWy €t Ages get I
Had IHT feg ot AT Aae fa ot feyrfenT A astewT fapyr I 3T 6<° 3893 Ae® &t
I Aaet | §E99s et IRt fan & feg misT Aaw T fa € gigser mitdae § aret fas
3T ATET T, UT A9d AOHS 8T feg & AN AT fa It ot avstfowT 7 3T feg disas
Ae® JI&I'I &It HaT ATt |

dizgrg f&9 E I IH® I3 I8 J< IS ¢

e H™E §&T (speaking clearly),

o YI=HSI 341 57 a7 (listening effectively),
yH& U= (asking questions),

Hlad 3THT § AHET (understanding body language),
W™ JTHT & 93 Jd&T (using acommon language),
Aeddt § Halle3 d9&T (organizing information),
mgeT (feg Ag 3 HU3=Yas I)(understanding) |




At I J7 fa fefenraet a7 d=% niust g & 9t Aues & dfan ads, g8fa §v feg
St afme J95 fa BaT &% fa= sizgs JiSt At T 3T 7 feg9t § ATt 3919 55
uawfswwnalfm@?mawwfeﬁwaﬁnq&fe?mq&aww
HETS I A=A WS MEIT-mETT fa & Ba o%HI’B‘o(ddHI@'H@W??fEUﬁU
#igd H&ear 7 Adt €91 5% Ae &d1 Aae AT Adl 37 B3 &4 J9 AAE AR 578
JiEgTg © fI9 ga=e T Ad<t 7 |
1B AT 5T 8T @ I19& IU 3 ATIHT ATdT=T UeT § AFetHT g% | for et fefenmmaghnt
wet feg HI3=Yas T AT J fa €0 Mrust aise3 aos € o9l § AU9s 3T+ 3% &7
g W@ & mifiedt 3 sfomm a7 7a, W3 & =t o §9 995, OF 5% FraaTand 53t
Jt s |
e 3 WAl ABTI € T § &d1 AHgE §F 39 ASt IrsE3 ydt &dt gt :
AeH 3AS TF>HEH > el U3 dds 8T > 3T AeH Irs %7

(Sender > Message > Receiver ->Feedback->Sender)
a3 & O gat yfafonr g€t T 7 fad 3% s T8 9T HeH Y3 dd6 3 I ¥3H
aat T Atet | fen yfafenr fS9 Sis8a 993 ot wi3=syas 33 der d|
Aon fage €9 It adt der 7 fa ffa fewaat afder 7, gsfa fen S Aew e 3BT =t
M Je7 T (7 fq 37% d96 @& AMSTeeT 9deT J) | 3BT et fea 3° U famut getmt
3% fan fE9 feq 3T gy € I« 05 (der T) 7 T 3% I9& 8T (sender) AMSTE =T Irger
J M3 €T »Ig AHS J¢ I& (Je7 J) 7 3% HSE 8T (receiver) ANSET J | IEt 4T 1%
JI5 T8 © fea 3 U %dg T AT I& M3/ AT 318 ASa 5T (receiver) fEa 3° U »igg
AMS AaET J |
gh3ea feq Itar I fane 9T 31 Aes 79T, 3% a9 @8 & feg Areardt féer J fa
SWa &t Hew YUz di3T I M3 fen I9d 5% 3% ada =T (sender) feg usT ager J fa ot
AeH YTUI J96 & (receiver) & HEH AIT 3dtd 7% ANY f&mm T |

SIFAIC-YIT=ATBI IBEI (H979) (WORKSHEET - EFFECTIVE
COMMUNICATION)

A € AR &9 YUz J13 3799 €3 mue3 Jot 3 yrst € €39 mrue muet feg
fe& |

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?



aH ASST- (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.

fog aoet A& & ¥Rt F ? WMuS 8" v feforaghyt a5 fom
g7 9d9T d4J |




AA® 18: Yg'=t HE& € g&d (Effective Listening Skills)

Adfag A=arat (Relevant Knowledge)

YI=t HSE € &9 df g€ I8 7

WrySHT 9937, Fes=T, AT M3 feger § AT w3 YyIeud! I9d &% Y JI8"
3isa3 yfafenr € »iur grar ger I fan ff9 g7 fenast (es =@ & fonrs Jefas
gd& ©f St Aged IEt I | B3 T AT HUT 391 BT ASET M3 AHgST e I A gAT
femast wg afg fagr ger I

YISt 3w 3 € femadit fegarg et 7 fan ST Few yu3 995 %7 , Aen 9ns
TH € Hen & fors 7% Aeer I »3 miger J fasas 87 sfon f<e fan fSe Aem gae
THTHOA eST9ger J | fon € IE 19 IS -

fors % A5 3 IAT

o B I fmmer AreaTdt YUz 44

o Zat {9 303 Y3t feme™ =Uar

o ZIIE WS

e ddit 337 AHY AAdT fa gfrt & fa=” 83mfoz adie ?

o frAgt @at & At ydfuz aoe 7 G« <9 €°9 UYug ener < et yfexs a9 Aaqr
At 39t 7% Hes @ »igg 7 fa At €9 Aredrdt YUz 9 99 T A fa IHS g T
3§ el g7 99T J , fors &% AeaT feg gen@er J fa 3nt sHE e @8 § A
30 T M3 HeSs ST 3o Jue I 3 ITHS &< T8 § S159d €< &% OHg (FHS e %
&) feg ysT 9% Aer I fa Hew Aot 3dta & yuz i3 farur 7 I fer € o% gme e @8
& My »ry &9 mforitns Higew =t 91

HYI AT 9d&T 7 o HEaT (Active Listening)

A9 AT 9d&T T o HSS € W3S9 J fa 7 3% T 99t I G0 & 3t mis i< miger
gde 7| fAn SO Hes %", 886 @8 &8 9o Jde7 J fa 7 o9 < §feu fapur g €9
At 39t &% Afen™ i AT faprT T | widfes T & A& e 91 »urt iy feg
HU'd 9d&T J |

7e At fan & fiee of 37 &9 wiang fed gx & fois 7% adt Aee | 8 gt stat a9
A9< 9€ WS ©ER 3° 92 Aae I& AT feg Age 3¢ fa 80 »iar ot afaes A7 39 75 | (feme
&% gmie {9 cadre =8 T%3 A miAforat Uer § Aa<t J) |

fons 5% AeaT f€q Aes e w3 gfit § oe € T Halfe3 3dtar 7 | feg g% @8
€3 fonrs aefes ggeT I | FHS B T § Ydt 377 fos 57% s Bt My It Hdg
T Tfed & WiS® M3 S § 7€ J96T Aol HUI=Yds dev J |




Jaatat (Techniques)
o IHS T T8 €T aefdz ag|
o J-gUST HaA 3T & =4 | feu fema3st gnmar ad I Huet 578" fimmer H3=yYds
Jdo I& |
o feg A< fa fan gta & fa<” fagr faprr T ? §®< =& &t mew €39-v3™ v3 Ene
§%< < madt foma3t © waet 3° faer §%<t T
o B3 i[9 7 ga=e 95, 8usT § I AT |
o JT-HTUT HA3T § AgTgST Igter J | ITST Sfga= W3 ga §8< T Y3t
3I3t gt § e G E I |
o T TF § feust Heet 5% §3nTa3 J9 fA=': Yes,” “I see,” M3"go on”.
o 7 fagr farrr I §W& AUHE J9s BT Y U |
¢ % I HETT §Td MTUST AHY €t A9 96 BTt fema3t evmar ad JIe Ager o
MUS Heet @ &9 T9S& d9 |
o A BT HJ® J< 3T €< J1% ads @8 € 318 @ 'y feg |
o TITEIHT 7Y §°F ded® JH |
o fgst gar=e Uer J13 9T 3% a9 & ©f Ydt 3 § A |
¢ §BT TH § §BS € 578 &% Age v < mHT feG |
o 1 faar fapur T €T A9 576 |
3T wiferrud AEs &9 39St AurfesT adar BT et aist & fonrs s w3 €57
Thot geTfest T UsE a4 |
mfgn™ : »ruST A6 ©F Hoa3 (Skill) € yay a9 (CHECK YOUR LISTENING
SKILLS) I
fagem : 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 outall of the E’s.
3. Take out every fifth letter.
4. Changethe FtoanA.
5. Move the S’s to the front of the word.
6. Take outall of the Ts.
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 Ls.
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?

D [




AHS 19: dig-Hfder 3rsa™a (Non-Verbal Communication)

Adfag A7=arat (Relevant Knowledge)

dig-Hfuar IrBE™g at T (What is Non Verbal Communication) ?
A ST [ T 7 @ £ feer o it e ot et B

Hg< (Words) 7%

25 (Tone) 38%

A3 (Gestures), Adtad ™A' (Body Language) 55%

JI-Nfua I3, §§ IIT Auer AT fFyIt Ao9 3 fewrer fiq fegaa T, 7 fa ffa 3wy
& TgAgEr J | g mueT LU Jfg Aae ot fq fen f<e foud € o= 9=, ndle &t fosas w2
Ho3 AH® J¢ J& | I9-Hud I1&a73 €7 »idg J ffa <t mae §8 fost Iisa3 gda7 | feg
g3 It yg<t I €7 39 fa gme 3° <t famer

fer go=e3 § we d° “Actions speak louder than words”.
AT feg A7e & J97& I=4r fa fAge feans gt few 39T € Ho9 & g
&4t fée g5 | 799 393 I% ffd Usg A'6<d yH 39 337 J 3 feg
fsgen™ € U&eT 99 AT J WI 3I3 HEeT I fedmeT 38 w3 Adl9d
IB9% € gy féer 7| fe8 39 fa 937 Ooges f[Sg U Afer g A< End
§% I So< et fagr AteT I yg A AT 98 &% fendr g9q B7d fo=
Tt afde T 3T Qo s Aer T

AT WAt MBIT-mB T fomd & dre-nfua Sisas w3 €T &t =93 €3 aefes Jeiar|
JII-Nfua rsaT3 &t fea famd I “universal gesture” | 8 A9 3T feHeT »ieTdT &I A<
Jfafegata?

JI-Hfyar I3 Tt & WY famT, Adtear 9™ M3 K3 I& (Body Language and Gestures) |
AJ1ad ITHT : AIldd I™HT AA1d ©f I&98 T A fa fonaat € agm iz ges=r §°3 fadgq
gaet J | Adled I feg fema3t € gd& e <41, 89 fas” uge g6 W3 Gust € fega &
U< T HHS J€ I | g1 Aeet fSg det 2t fed faor Has 7 fq fan fenast € ndta &
IBIB & TaATfenT Aer I | §ergds Bt A e 3T v der I 37 89 wmus fag
JoT % 99 BT I T IVt I8 Iaer 7| A feg A 8 g3 yu J<t T 3+ 391t W3
geait A7 fAdt vzt § 7=ant, mue Jut § ger fov sfogealt| ot § g¥ <t afgs At
feuGe &t Ages =dt It fa 8v fan St7 g9 fad fagr vioaw age o& | fEF 39 fa
fena3t € fagd e a1 <t feu feyr Aaer I fa Gv fa=” & Higew &g fagr I 1 8egas et
Hod I&d 4aT @ B UdHST 9 I I& 37 Guat € 9v=t ev Ja1 %78 T AfeT I AT 7dd
Qv o3t fdT Ie 95 37 Qust @ dar UtsT § ATeT J | Adldd I™HT ATTE3T 496 AT AITE3T
&7 396 9 <t Aorfea T A=t |

fea 39a 39 7 fa & »igT g9 A" yu der T 37 €U yAae @  Tifa Ens av

HAIIIE &dt =4t J<t |




Ha T (Gestures): Ha3d A9 &9 foud € o= g'e, 787 € HA 3, MUt 578 U™ M3
A9 "THE HTHS der J | 87998 € @ HAgd8<eT, 78 He 8T w3 g¥ afde © &t
fom ym @9 § gaer M3 Bfge@er a3t ffg e 7 | Gewds & et Add 3wt fan
oAz & fan A9 =@t g €3 Suye T 3T IAT AdT HAIIEGr MI MUS A3 <& I8
fosTGar | I WS SWI § ¥F ¥8 =6 fewrer Fodr 1Y fy AT EWg fiser 9w T
ﬁhwwf&waﬁmwwmmf&ﬁwgeﬁem Geuds faae er

WUWHMWMWW@UWUF%WW%W
Y3 diStt 95 BE fY-JY ferd ge 75 |

Jionfua Irse 3 € HY 35 9 951 &9 fegt & Jamsr &t fdealt fg
M It TI3C IS |

fewer ufgwT w19 feg T fa few € =93° T8 Uee, ggaHs = &< &t
J13t et 7 | fene fET Jg fomGer, #et uGer w3 AfsGe aga™ Avs
J 18T 795 € BT A AT U I €F3 § Ag® AT % gA3 <9
IYe J 3T AT BT €% Ju &% feud qoe I fAne gt nigw gY 9% a3t 3t €57 &
WUE g9 ©F fe3T fa gt ala § 3 g7 Mue eR3 © &t '8 Ug 8% J fa af gnt ala
J ? 39 farmer It (Formal) 378 UE< e WS aH @18 ATTE 3 MTUS SA/HSS € 5%
g HeBe in® 7 | AfeGe €t =93 afemmade AT T i3t Afet I 1 AsT &9

3t €% AfeGe gov I 7 gAt »uS 3 &3 Ja/ue<t o8 fenast § Sue I

feret gvt =93° ¥R (BT (specific communication) Bt F13T ATET 7 | 8€I9s BT IH
qI& TH FF MUST Sadt T IEt 3gT & fAasst/feadont €t =93 a9e I8 | few &t
HI3=Yds =93 BHTT (construction) € vt fE FISt Afet I, A f€F W d9s T&T
fena3t ads € »uded § AT g% HI o3 JuT Set ferrar gaer J | feg ferrg 593 ot um
€ 96 7 fA Myded & HF, An 77 GUT gde W3 Jd & J67 &8 dds €T fenar Jae I5 |
Mﬁeﬁmmhﬁw (sign Ianguage ) feg atst At T 1 few 397 <t arser
@ﬁrwgﬁmdemmq & Hes fSg yafas Jet T Af 7 88 e g5 1 G0 uw
I 9 SBT3 g95 B JuT & ferrd wF ¥ut e u=s (lip reading) @ =93 g9 95 |

fen & St &9 wiefdea few9 yare d@& (involuntary nonverbal communication)
et 13T AteT 7 | feg IStfeuhdt W3 sHde I< I& # fa feo few@<e o5
fag 8« fa=" vigaw do¢ 0% | fae39 AT 84 fed fAd o Joe 96 3T 5T
& uzT &t &dt ger fa 89 Jize3 a9 99 95, faffa feg an mue »y §
A 35 | §egds set m@mﬁwawwwg—dmwa?
few € w9y 7 fa €T €v™ T | Ay fere o fewast feo ear@er g fa
Qu dista yz <9 1 AC & MUt »iyt & Ja18e Is 3T feg ean@er g fa Gu da o8
M|@UW@W€W@WM1%WWMWM|

32 Tomt &9 o= 9= w3 Aa3 fEd fAg adt < I&1 g9 Aoz fas fa »igre
feuG=T (thumbs up) @&Tetse Aee f<e B9 Ha3 Hiewm AteT 7, ug far g=
oF Afowmrarg @ &9 ferer »ag fasa® SydT 7 AdeT J | STElHIghT @9
nigreT feu@e v »igy fan &t gfedst d9sT 7 | vAedshr <9 fev fea
WMABI® MUM™s & 99799 J | feret fea 39 o/ @&t 8v9ds I WuE d&
oAE MUt §9% wiS e | few e mivdtaT W3 IF




TH ©nf € f<9 »@g AT U9 T (you're crazy) | US »idAaetsT iR ferer »iag § fa 3us
Ee?éwwweﬁn

Aa3 fig & fos8<r J fArer »igg 3u™s afae mgnd ydt 3g7 midar der 3, fa grt
ﬁﬁra’&ratrtr |€?ﬂwreﬁmn@33ﬁﬁrfe€feﬂwmﬂmmﬂ+”a+“@€wm
Ud §&ATIdT W It & I3 It w3 W fIg ferer »igg “sig” feg der T |

WfEed HY™9 ©f gl §€9ds 7, WetHtuns & feu@e &€t mrue Jaf & garssT, 83<=s
IS M3 ISt § SU a5 AT IIH 95T, WEITET T &g JuST I difgaret € &9
Ao 3 9% €3 Ju A €9 dueT|

Jrorfua AT &9 AHE I - YaAtfHar (Proxemics) -fa wrt fa=* mruet 87t gf €f =93
Fae IT, »iyt @aT fae” Sy If, foggd € o< 9= fa< & , Ha 3, ' odd 98" M3 g7t
o 293 fa<’ gae o7 , U fag AT ufose of | Uaraareq mieat 7 fa wit se@< af
fae fa €%, winr mwﬁe’lfwmﬁvﬁé@' e Jronfua Ha 3T € &en § fonrs
5% UT |




gid Hfua Aa3 (NON VERBAL CUES)

o fggd @ Tr= g= (Facial expressions)

e Hdtga IHT (Body language)

e nyt gI Huga (Eye contact)

e yfgarer W3 Adtga &y (Dress and physical appearance)
e HaI (Gestures)

When our words send one
message and our nanverbal cues
send another message, people

famer39 89 & 3gT S HeEshit gresT=et § ufge'e Aaw 95 M3 89T & yare J9 Aae
IS |

%:% ) FHT (Anger)

yHt (Happiness)

97T (Surprise)

124




A ~0

aH ¥% HAETS I dienfuad Aa&3 (NON VERBAL CUES AT
WORKPLACE)

gt &3 e ga3t €3 mufes yrast € €39 fe6:
71

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.



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?




Aegfua A<adt (Relevant Knowledge)

aH % AEa's €3 Irwgg &t gt I

aH % AE's 3 fAaftradt § fFa-f9s 397 &f Iia3 aos & iwet T I fen s & 857 &
feT mvge ot Ageg Ut T fa fae wEar-wisar famd @ Sat & mige B9t f9a-fds 37 ot
tsarg & Agas gt 71 €% & fev Ares of AgIT gt T fx fa it ot dfmEs St
et § oI fa2 wiust Agest § Sfm AT

aH @8 Aa's €3 IEEg € Ho9d AT 359 (Workplace Communication

Skills)

JIeET3 € 39T €t Jet I f€q amit w2 g+t dirg amT (formal and informal) | Sg-amit SiseT3

ufgeraa Haat M3 eR3T fegara Jat T Ud A 3% IAHt JrsaTg <t gt 7 3T ferer i

AStaT M3 g9 feu g€ g& fAagt &t fafiaet § user gost grdtet 71 feg 3T o

=H Aos €3 yIT=HE SIBES a96 BT g¥ Y™ OF AT a9 I fAgT ©f =93 gAt

MYS T& O II6 TH, MTUS 3% aH TI6 & M3 MTUS 3 Hiabrd femaadtt 7% ais

§d5 % Jd AAT J |
e HUHZ M3 Ytdeant 9 (Be Clear and Transparent) : 376 »US a1 T8 AE'S 3
Jize3 S 9g3 fa™er AURE %3 Ugeant de €t Ages det J | fAaushiatsr € €
n9g fsawe I G9F 3 99 | At 7 =F II893 aov 7 fAe fa famt 9 fan ses=
at AT 39 513t &t 3t g9 fea Ste Jait 39T Aot 39 &% eues Afa3s forrs gist
7t g9t I
o Tait 377 fawrat gaa I8 (Be Well Prepared): few 3i® § wre oy fq feg yerwss
Jiza3 7 | fen BEt At 7 <t BT MUS SJAdT AT AEMT 7% JdaT IgY J,
Svet Aot 391 5% sTgHeHs (fJust yire) 3U8 d& Agd It giel UIS’H‘]‘T—re‘T
JBII II&T IIC Uﬂqd@ﬂﬁﬁ'aﬁmmék@ams‘aﬁrwﬁaw@v
o 9% & IIF BT MF II'F AEMT BT WAfGS g A<t T |
o AT 37 (Be Precise) : IAT {88 HAET AT WTIII&TEIHAS € 97 JI8Y'3 dds & LT J
fen et 3ud g0 fenaSt e et i eer et I A fa gug s A & feg fRa &F
T a1 € f&g gfen Ifenr T | fere st 3ug Aeta AF At I gdter 7 | fen et
3Bz & Jid Agdt d1% © fRe & fdg , o st e et I a9 |
 AUGS T4 (Be Generic) : Yena® Uud €3 Jisg3 da€ AN 39§ AU9S UUd 3
JI&E3 € Aga3 gt J | fan &f a3t ¥ fenrar q9aT Aat &dt ger T fagfa fene
IS 3T T ead™ UeT I AdeT T | ASS3T M3 MASS 3T YUz 9 3 feret fin=rat
e HEE WAl € 293 9 M3 A 3d 993 J1 famirer Agdt 37 9= feg fag mi fam
%3t Bet ‘F’ Haw € F93 FT AT

. o fg= 37 (Be Assertive): 3Tea3 & fez3T 7% a4 | feg feg fagt It gwiet 7 fa fam
5% IT8 M3 A fena3t 308 AonE 7, & &9 HE |7 =t At afger 9de I EW
mawwqégﬁaﬁ%“@vmmwﬁwwu AV g efvort bt

EACTNCL Eﬂ'ded O(d()l d'dlel U|




e H& & 37 I8 (IBUST &7 Jd) (Do Not Assume): I€ T dH § MUS &8 It AT & &7
dd, We-ufe B9 3 9§93 Agdt gt J | 8¥99s Bt Ha B< fa gt av 75, 7 fa i3
7 75, fer &t feu vatst a6 fa At fegt Arg ant & »ifan a3t & vy Jufen,
AURE3T 578 a4 | feg &7 AV fa fer o & ags <9 s A fenast, Aratnt afst Aree
s fadn g fag digr Aer 7|
o & UH &t 3rBE3 § €3m a3z ad (Encourage Two-Way Communication): SHHET €+T
fag & <t Har fe€ | 7e° gAt mruet af% yat g &€ I 3T efmt & yis Ue M3 Bust e
fegg &t Ares &t afam a9 | few 397 &t € UH %! IIBT3 € 578 SUPAT Y9 JeT
"I TS feg S uzT Sar Aier I fa fan yw mifdr 979 Sat € df fegg g5 |1 3wt feg
g <t &4t Aree g d< 993 It =uhy g9™ € AgeT I A AT 593 We ite due I
ygT=t did Hfug He9 (rBE3)
H&T aAgels @ g9t (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 astick, 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 splitinto 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. 1told 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



be made with three parts sugar and one part honey.

| 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 — | 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.

aH T8 AEs € few (WORKPLACE SCENARIOS)

Jdot o3 ae Ats § ug W3 €8T yAst € ¥7d 9997 9 A IIST ABH B
Hafag 05

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?

¢). How could the behavior be corrected?




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?




AR 21:féeafeC g&a (Interview Skills)

Adfag A7<=arat (Relevant Knowledge)

féeafeC gaa9 dt g€ o5 ?
mryst feeafeq & fana aaat |

e gl feeafeg &t g AT I 37 3T6 WUS WU a8 Yis YeS et Aga3 ger d - fa
maa‘lm?fez(CV)Wnnr&ﬂmi??a%ﬁ#rﬂ’”@vm(employer)aaﬁ
feuret| fagt & feeafel wet A=t get T Gus’ et Afd® M3 YUt Sarear fea
fadtut Fetit g, fer st 3o feu few@< &f Ages gt 7 fa gt 9f few Sa4t Bt Ay
?WUIWWEW@MWWWWET%WEWWI
F99 dust T FE feedgs QUBTT T 3T QN uF w3 dust o9 T I Ju Ares o afaw
el

iyt fE3t aret niget 7 At S (3fe€ 37er) € deT (Content) & €96 |

A9 3 U™ 31 feg T fa 307§ MU g9 fea Aeene AT g3 Bretst f3ng gad JuS T
IIlEt g5 3T+ A »idHd Ue AT '8 YHs € €30 © Ad fas fa - ” grt few Une
B faf musTet g9 39 T 7”7 fen et ‘adtma Adene €< (Carrer statement or objective)
& f3n9 g5 B MU 979 3B J96 ©F »ife™ 99 | fen 3gF 397§ 9% 99 yHs Yg A7
Aoe I& fae fa - ot 3/t mrustt St f3e JaibdT 3isT &7 Aae 7 ¢ Mrus bt oot f3s
Afd®a € get 526 w3 88T § feg At € = € &9 fers 33 |

3Us feg Uar uzgT Jer grdter § fq feeafel faa et Ar oot I fHE Iowst feeaf<f gt
J I AaeT J fa O fasfdar f<g agt e@a)ifast I fon 52t 30 € Adt mi' 3 udee
B §d= AHT €27 U= J | mrueT ge fammg a3 -feu v fa €7 udoe <9 3078 fda
Mt BT AdET J | 3I7§ Mt fAe” fa miremamet, urafdar w3 4amg HAH § <t iMF 8
o AgI3 T |

dt At Aew T fa 3ust féeafeQ d= & faur I 7 feg et Agdt a4t I ug fen 5% 378
wWueT fors aefdas J9s et fea g™ U AgeT 7|

Ae®3T &El ufgar=r (Dress for success)

3T at ufgesT I fere g9 3ud ufost gt fammat 9 &t Ages gt 7 | 3At 7 =t ufgear
J, €7 feo W3y 5ot T fa €9 &= 72, ug IAT 7 <t ufgase T €T U Ae HET I
gt U5 | fed fad duzs ufgs fAgt 7% AT Aue S M3 7 3T St mgHeTfed < |
™ 39 3 IS UBS ddT © He & Ufas et gatet 7 M3 dfent § eret ufgest gatet I
MI3T Had & 578 AAdS AT AHTIC 2I9Hd AT I=Tfe3t ATSl/ABTd aHIe ufds Aaatit
I8 | U8 e MaHeETed M3 AE 9 IWIE I&, 7 U8 &% ge 9 3T 85T § ufen
Agd 13T IEF It gdiet I 1 38 T A 9 IiE U6 3 We 4 IJ'g We I ufe
gifge ufges Ite g | T3t Sy g3 framrer Hd3= Juet T W3 At Aat yo<
QT 9ge 7| 99 fere &% o3 mraHferew SueT J |




feeafeC s7& mduzs feAm A= (Typical interview questions)
My My & 99 fEeafel f<o Us Are @8 g3 » yast € §°39 &< &et fama a3 | gt

d¥

@Twémwmaﬁgﬁﬁ&% 1 YA © fe9 fAY 95 | A9 3° H32Yds

3% T fa fan <t gi9 o foyr=r g9s o §F 9T 9 28 AUYS I ANTGe 39T &% Ot

IR < |

WH U8 7€ 8 YHS .

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?

e What do you do in your leisure time?

fese Hle (1) - feeafeq saata
“ feg gust fdeat € A9 3 WII=UTS
20 fHe T Aae T& 1 “

PHTET3d B SAdHT MT
dant BEt < ©f feeaf<t
AN WedT ATg 785 ? faan

feg g3 BT warat
feeafel f<v =ubv aos
et wny fd9 g3 It
HI3=Yds I AgeT J Ae ”
3T a5 fdeat fev feo
A9 3 TUHII=YTS 20 ffe
AT ger g7



Aeardt Hie (2)- feeafed Iastat
a4t ferm et Agast (JOB SPECIFICATIONS)




Aeardt Hie (3)- féeafel Iaatat

fammat (PREPARATION)

féeafe® (INTERVIEW)




AeEdrat Hie (4)- féeafel sastar

YH& 7 3I7¢ Ue A Ade 95 (QUESTIONS YOU MAY BE ASKED )

yAs 7 IHT UE Aae d (QUESTIONS WHICH YOU MAY ASK)

grard €€ 8 § df 7S ©f Ages 3?7 (WHAT WILL THE EMPLOYER
NEED TO KNOW?)




aeEdrat He (5)- féeafel sastar

féeafeg yfafonrr f&v ffeafel = =v femast ges v faus
HUES mus@er d7

fécafeq @< =8 § gt ot dAdr ? (WHAT WOULD YOU TELL THE
INTERVIEWEE?)




Hactfeet wie (1)- féeafeq Iastat

Interviewee Good points Bad 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?

Avre the questions easy/difficult?

Were they relevant?

Did the interviewee ask questions?

Other comments:;




waeifeet mte (2)- feeafeg Iaata™

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. Listany 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.
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