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Unit-1
Introduction to the Role of an Automotive Telecaller

U AT Selleptar @ it w1 aR=T

Learning objective :-

¢ |[dentify the role and responsibilities of an Automotive Telecaller in the
sales cycle

o fehT o 3 T e et i spffreT 3R forAaRa & wgame
C Ty

. ® Discuss the process flow of vehicle sales and service cycle at the
dealership

. o eRAT 9T arger faeh i A T A vfehar g Wa=aT s
. ® Explain the term telemarketing and its importance.
collATR T ereg 3iiY 3T Hgca i sarEAT F|

¢ Recall the importance of telephone etiquette.

o TIPS fASEAR & Aged &Y TS Y|

e Discuss the basic customer service principles and processes.
gy amew dar Riguial 3 aiFanat o ==t #:3)

¢ Outline organizational/professional code of ethics and SOPs related to
various processes.

o RAfA=T afhamsit & gefra afawar 3R va@snd & goredarcas / R 18
$ FIRAT R FL

e Discuss the documentation requirements of each procedure involved in
carrying out the role of Automotive Telecaller
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o JiTEAIfET Thier i s7fAeT frommer 3 eanfirer el witha & yorwsT

ITIRITF AT 9T TAT HY

. ®Discuss the legal aspects, statutory compliances and regulations for
automotive i ndustry as proposed by the Government.

o FIFR NI TEATTAT AT ATET 3T F fT Frefedt vgelait, wiafers
rearerait 3R afeaat av =t #:Y

e Apply basic housekeeping practices to ensure that the showroom
area/work area/equipment is clean, sanitized and disinfected

o 7 glafRaa 1 & faw gfaard srzwehiidior wamat Y amy Y & e
& / FTH &1 / STFHIVT €I, Faeo AR FeoRRa g
e Demonstrate how to evacuate the workplace in case of an emergency

o YSfd &Y O 3maTasTele U & ATH & FRITAT S Fd @rall fFar
1y

. ¢ Demonstrate the correct way of washing hands using soap and water
. o WG A TTet T 3TN FX FTY AN F7 W ANFT T AT

. ® Display the correct way of sanitizing hands using alcohol-based hand rubs.

o cHIgd-ITUTRT &3 ToH T 3TANT FIF 14T ) AT FI FTHE
adeT ygfia w1
e Prepare a list of relevant hotline/emergency numbers.

o YR GTealTSsT / 3TITAHTAN e Y Tk HeA AR F|

Identify the role and responsibilities of an Automotive Telecaller in
the sales cycle

« Studying the details of each offering and remaining abreast
of updates to these offerings.
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« Obtaining and updating lists of individuals' contact details.

« Calling active and budding clients to encourage the purchase
of items.

. Addressing clients' uncertainties, grievances, and suggestions
on time.

« Noting important details of each conversation.

« Communicating verbal acceptances of offers to our sales
team for closing.

« Recording all successful and unsuccessful attempts to close
sales.

o Attending regular team meetings to clarify progress and
performance-related expectations.

« Conducting each of your functions with the utmost respect,
regardless of others' dispositions.

fashr oF o v SRR Telteiar it afdre 3ix forAqat i vgarer w¥
- Tcdeh YA oh a7 &7 3TETTeT hiall 3R ST TG o [T 3793 & AW
ST |

- STl & H9eh [aaoT hr FIAT Hred e 3R e el Ll

- TEIHT T TG T AcHTTd et & folv Aleha 3R e amgent &t
ECIGH

+ Mg hT T HTATRTTAT3HT, RISl 3R et T THT T TS FIAT|
I ATATeT & FgeauT eIl T €T H IW g

- §E T o ToIT GARY TehT &1 oY srecral i Hiles Felieh il 1 TR LT
- TaIshT dg h¥et oh Torw qaft Tohet 3R 3rather Tt &t RehlS e,

o YT 31 92T & afdrd 3196131t Y Tase &l & forw afaa &9
T A T ST F AT olaT|




- QORI o TGHTE hl IXaTg Teh TS=T, 3T Teieh HoAT & HIY 379 S|
H { Yo I HATelT |

Discuss the process flow of vehicle sales and service cycle at the
dealership

Automobile dealerships are in the business of selling used and
new cars. Often individuals will sell their own used car, using a
process similar to that of the dealers.

The process involved in selling cars is that the dealership
advertises automobiles they have available and provide a
location for prospective customers to see the cars. The
salesperson then qualifies the prospect to see what type of
automobile is desired. He shows or demonstrates the car.

Then the salesperson tries to convince the prospect to buy the
car, often through negotiation. If the decision is positive, the
prospect becomes the customer who purchases the vehicle.

Get prospect into showroom

The very first thing in the automobile sales process is to get
the prospective customer into the showroom. For individuals
selling their own cars, it means to get the person to come over
to your house to look at your car.

Advertising

Advertising is a way to let people know what is available for
sale and where you are located.

Dealers

The manufacturer of new automobiles places ads in the various
media outlets to tout their brand and models of cars. A
dealership will then have commercials on television and radio
to let people know where they can get these cars. They also




place ads in the newspapers on both new and used cars to
bring in prospects.

Individuals

Individuals selling their own cars will usually place an ad in the
newspaper and might put up signs in local stores of a car for
sale. Websites such as craigslist are often used to post ads for
used cars.

Prospecting

Some car salesmen will call up people or send out mailers to
attract people to see them for a new or used car. This is
called prospecting.

Demonstration

When a prospective buyer comes into the showroom, the
salesperson will approach and qualify the person as to what
sort of car he or she is seeking. Sometimes people aren't really
planning on buying a car at this time but are just browsing
around. Others may be looking for something in a specific price
range or with certain features.

If the person is a prospective buyer, the salesperson will find a
car of interest and give a demonstration of its features and
benefits to the buyer. This often involves a test ride in the car.
As part of this demonstration process, a professional
salesperson will try to befriend the prospect and be likeable,
thus enhancing the chances for a sale.

Likewise, an individual selling his or her car will show the car,
answer questions and allow the prospect to take it for a test
ride. If the prospect does not care to go for a test ride and
says, "I'll get back to you," that is an indication he is not
interested. Almost no one buys a car without first taking it for a
ride.

Negotiating the sale




After the prospect has tested a car of interest, the salesperson
will go through a process of convincing the person to make a
decision and buy the car right now. Often people will say they
want to look around some more, so that is a major hurdle that
must be overcome.

If the demonstration was positive and if the salesperson is
likeable and seemingly trustworthy, the chances of the sale are
increased. The salesperson can then start a negotiation process
to convince the person to buy through appealing to the benefits
and value of the purchase. Often this concerns establishing an
appealing price for the car.

A common expression in trying the convince the prospect to
buy is: "If you could get this car for $XXX, would you buy it?"
If the answer is "Yes", then they are close to a deal. Further
negotiations will hopefully result in the customer agreeing to
buy the car

o fAT 9T a1get f9shr 3R T4 wsh Y UishAr yarg W) aaT

TS SeRRAT STIATT FT 315 3R A3 PRI H SIS F IIIq™
A Bl NFW AFT el G AT SEIATT HT IS HR G, SeRT
AT YfohaT FT 3TN Fh|

PRI P oTT H ATTAST UThAT Tg & [ SToRTAT 37 JIAEST Fl
fAATTeT AT § S 3A% 9T 39y § IR HTTAT ATl I HRI l
@l & T U AT Ueled id g1 fashdl a9 Ig d@« & fav
THTIAT HI gl I AT g o fohd JPR HI SR JMod gl I8 PR
a1 fe@rar a1 gefda &ar gl

T fAshar R Wl A THTGT T Aoy HT IR Har &, 7FaT
aIadig & #Aregd 4| afe v gericAs §, df IS dg d8s
g7 ST § S ageT @ear gl

MEH H HATIAT UIod H




A Tashl Ufshar & a8 ggell 910 I8 & o FH1fad a8
QMEH H T SNMU| Yl HRI Pl ST dTel STl & [oll, SHAT

Aded g [ SIfFd &l TR R I ¢@a & foIT AT 87 W} 3
& forw gred 3T

ICEIEG

faaTgeT 31T S T TdTe T Teh AT & o6 9T & forw Far 3gerser & 31k
3T gl U &

eRT

U JTCIAIETS T o AT 3791 518 3R FHRT & ATST Pl I3€ el o [T
fafdeet AT3AT 3M3celcy A a9 A 8 | Teh SAeRTAT A a9 Celifastet 3R
3T IR TaATIA 19T Tfeh Sllalt Sl Il Tl Heh foh d el IR ol hal & ITed
X TP & | T GHTTATIT T AT o [T 75 3R STAATSA T 318 HRI 1At 9T
AR 937 & Aaraer sy &a g1

sqfaaar

379a1T SR Sl ST dTel ST d AT IR AR 97 H Teh [dATI STl &
3R Toshr & foIT R & TUTATT TR & Hohd 3Tel Hohd & | Craigslist STET
AGHTSET T 3UITIT 31T 3T FT IS FRT & fIT [T giee et & fow
frar Sar &

qaefor

FS I fAshcl ol1ail shY tleT 3T IT AT T Teh 75 IT SEXATS T 915 R
forw S@at & v 3 et & fore Aerd A1 | 38 qdfaTor gl ST 8|

yeeleT




SIS Ueh GHTTId WAGR NEH H 1T 8, Y TAshdr sIfdd & G9eh e 3R
3T ITFd Y 38T Tt 3T o 98 7 aig hr R HT T HTIET & |
HHT-FHHT 9T ATETT H 3H GAY HR WG T ANSTAT T6T JoIT g g, ol fehe]
SH URT 3R ST39T X @ & | 377 oleT Ueh faferse Hoa A& arvo
fERIVAT3HT & T Fe T T T Hebel & |

Ife; cfFd Ueh THTTAT WG g, dl TdshdT ! sAToT oI Teh R [Heldll 3R
TAER i 3T [FATAT3T 31 a3t o1 U eleT 2911 3TH 3FE FR H Teh
gLIETOT TR T BT &1 3T Y& UishaT & 8T8 & 9 H, Teh UdAax
TaohdT HHTTAT A ST et 3R THG el JT9 gled bl hITRIA H3, 3H
YehIR faIshT shT HHTIAT3IT Sl SGTUaT|

ST ORE, 3191 R Sl aTell Ueh ST TFd PR [G@TTIT, HATC! & STdTe &I
3R HHTSAT BT G877 hT HAY o TeIT of STy hr 31e7ATeY Gamm | afe; Herrarai
Teh GIETOT hT HART o ToTT SATeY Y URATE o181 il & 3R Fhgd! &, "H I
9T aTqd HT33M," Al T Ueh Tohd & 1 I8 G olaeul A6l IWdT ¢ | 9Tl hg
Y FR &I Tgol TART & Tov forw T foar 78T @liear g |

fash & fore ara<ha

THTIAT b 1€, sATST hT Teh ShIT bl G107 fohaT &, Aghar safea ter Aot
ot o forw 3R 378t R Tiet & TOT g iehd Y AT T IishaT @ o
BI3TT| 3TFER 9T el fob I S5 3R TR 3R <11 e &, THIIT Ig Teh
91 ST § f98 g foha Siretr =g v

Ife el GhRIcAS AT 3R T fashar o ot Ao AR gda glare &
UG &, ol TshT sl HHTAT 96 STl & | Tashell O TG o ol iR {od
o foTT 37dTel Xt o ATEIH T WG o oI ST TFd hl Hellel o ol Teh
STl FshaT Q& T Fehll & | 3T Ig R & TIT Ueh 37Tehdeh dhldT

T et Y Riar s g |
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GGt T GHTIAT shl THST T 1T Hed H Teh ITH AfFeTFd Ig &
"GTE 3T 3H hR T SXXX F ToIT 9T X Hehd g, df AT 39 SH TLIGaT?
Ife STare "gl &, Y 3 Ueh Tl o h{Ia & | 3T3Y T STl o IRUTHETERT
Mg R TG o TolT FgHAT gram

Explain the term telemarketing and its importance.

The word telemarketing brings to mind all those infuriating and inconvenient
calls requesting us to buy things we don’t need.

However, it has proven to be a handy tool for businesses that have
limited budgets for promoting their products and services. When
incorporated with other marketing tactics, telemarketing can prove
to be very effective at hitting the right notes for your marketing
campaign.

Inbound telemarketing consists of taking queries or order calls
generated through advertising, direct mail or any other marketing
channel. On the other hand, outbound telemarketing directly targets
the customer to sell products or services - cold calling.

Telemarketing not only generates leads and sales for the company,
but it is also an efficient way of keeping in touch with customers who
provide regular feedback for the company’s products and services.
This allows the business to take constructive criticism and improve
their services.

SolIATR fEaT 2reg 31X 3T Agea H AT F

AT (e 4T 2reg, 357 oY ot €17 H 1T & S 37 T infuriating 3R
3G fATSTeTeh hicl & 3T HIoil ol TG T 3L HId ¢ ToTeTehl §H
TaTSAT T8l g

maﬁ,wmm@%%cwmwmﬁagsﬂ%mw
39T 3cUTEl 3R Ja137t Y Ferar &1 & forw AT goic &1 I19 317 [
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TOTATTY o G AMTAS foham ST &, af SolTHTeh (€97 31Tk HTeh (a1 3TTHATT
T @g ey = AR ﬁqu JTdT grfed g gehail & |

SIaT38 CollATeh el H TaaATd, UcgaT Hol IT fordl 31 fauure deter &
HTETH U 3cTeo] AL AT HTST i ol ofell ATTHA & | GHY 3R, 1333
CATHTR T HTY ATEeh bl IUTGT AT AT T ST o ToIT oIfaTd HIAT g -
hIes hITeldT|

CNATHIEIT T Shael HYAT b ToIT o3 317 fehr Scueet AT &, afed a8 37
ITEh! & 9k H Tga T Teh THTAT adiepr Y & S Shgely & 3curer 3R
dansit & fov AafAa gfafkar gere sxa 81 I8 cgaarg &
TATCHS JMTATT ofel 3R 3oTehl AaT3 H FUR el sl AT el
gl

Recall the importance of telephone etiquette.

Show professionalism. ...

Create a good first impression. ...

Increase customer trust and loyalty. ...
Achieve high customer satisfaction ratings. ...
Friendly greetings. ...

Body language. ...

Tone of voice. ...

Tact

oY RAISe™R & Agcd ! I1g F|
a1 fe@] ...
Ueh 37O Ugell YHTd S0 ..

IATgehT T TAaTT 3T TP 9T ...

12




3T TG eh TJiee AeaT ared &L ..
R T ATST ..

3TaTST bl T ...

BInL]

S

Discuss the basic customer service principles and processes.

« know what your customers consider to be good customer service
. take the time to find out customers' expectations
. follow up on both positive and negative feedback you receive

« ensure that you consider customer service in all aspects of your
business

« continuously look for ways to improve the level of customer
service you delive

gforardY ares Qar RAgural 3 wiwamst ww et w3
STTeT foh 3TTUSh Mg eharT 37T65) ITgeh UdT Al &
JTEhT ST SFHIGT T IdT 13T & Tl G feprol

39T YT glel aTell HehRTcHeh 3 FThRIcHD Fict{shdT Slell I 3fefdcit
HILATS L

GiAfed ¥ foh 319 319 sHaaTT & Fail Tgof3it # Argeh a1 R AR Y
STIMTAR ATgeh {aT & TR H JUR el o AT ol TATN L ST 3T delive
A g

Outline organizational/professional code of ethics and SOPs related
to various processes.

A code of ethics and professional conduct outlines the ethical
principles that govern decisions and behavior at a company or
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organization. They give general outlines of how employees should
behave, as well as specific guidance for handling issues like
harassment, safety, and conflicts of interest.

Be inclusive.

We welcome and support people of all backgrounds and
identities. This includes, but is not limited to members of any
sexual orientation, gender identity and expression, race, ethnicity,
culture, national origin, social and economic class, educational
level, color, immigration status, sex, age, size, family status,
political belief, religion, and mental and physical ability.

Be considerate.

We all depend on each other to produce the best work we can as
a company. Your decisions will affect clients and colleagues, and
you should take those consequences into account when making
decisions.

Be respectful.

We won't all agree all the time, but disagreement is no excuse for
disrespectful behavior. We will all experience frustration from
time to time, but we cannot allow that frustration become
personal attacks. An environment where people feel
uncomfortable or threatened is not a productive or creative one.

Choose your words carefully.

Always conduct yourself professionally. Be kind to others. Do not
insult or put down others. Harassment and exclusionary behavior
aren't acceptable. This includes, but is not limited to:

RAffee uferansit @ gefora Afasar stk vasnd & gersarcas /
I HI3 FHT FTRAT TR

AT 3 AT ITROT T Teh Higdl Afdsh Fagural shr t@ifehd i &
S R =T AT HIToeT A A0 31K sageR o I fRa sa g1 3 I
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TGN el & T HATTRAT T Hd SYTGR AT UIGT, T &1 ScIseT, FET
3R Rt & o 51 Aeal @ foiqes & forv faferse Arfesls ot &= @nfgu|

gATAM g |

A Gl IS 3R Tg=Iret & el o1 Tarerd 3R FHSH HA &1 58
fAer §, Sifchet fonddl &Y i 3rfafa=ara, fofT ugane 3iR s1fdeafaa, snfa,
ST, FEepTct, TSERT FHeA, ATATToTeR IR TR g, QAfaTer T, T,
3Tareter Rufa, foler, 34, 3R, aRar & ufa, ITereifas feard, e 3R
ATATEF 3R ARIRF 87T & HeEaT da AT AT 6|

EEENIREGE

g T Ueh el & T H HaH ST HIH el o [T Teh-gay I st
L & | 39k 0TI ATgehT 3R AEHRTAAT ol GHTTAT T, 3R 39t Ao
T THT 37 YROTHAT S €17 & T@AT TR0

31O & |
&H G 8T GHT AT A1 g1, oifehet 3rTg AT 319dAT oI c¥agR & faw
IS SETeIT o181 & | §H TN THIT-THT I 72T AT 3He737d hiaT, olfehed §H 38

BATRIT 1 TNl Gl Setel shl 3TTHTCT 8T & Hehcl © | Teh THT ATTa 0T
STET o197 3Gl AT UHAT HGHH hidl o, Ueh ScdTceh AT {sllcHeh ool 6 |

3791 QTG T €ATeT & To |

GART 3TYe 3T ol 9 &G & HATTIT Y | GERT o Ul SaTe] 5ot | GERT hr
3T9HT AT AR o7 3Tel | 3cisT 31T Ifgsertor cuagR TSI 161 & | 3TH
TR &, oITche] Tg deh TITAT el 6

Discuss the documentation requirements of each procedure
involved in carrying out the role of Automotive Telecaller

High school diploma or equivalent.
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Prior experience as a telecaller or similar.

Completion of a sales-related training program is preferred.
Computer literate.

Exposure to diverse viewpoints, cultural norms, and experiences.

Superb verbal communication.

JrerAfeT Tellepier Y AT fovsrmat 3 enfArer wede ik &t
AT ATTRIFHATIT I TAT HY

8TS Thel [STAAT AT THHET |

Wtelecallermgﬁmaﬂ‘ﬂﬁq‘ﬁﬁm.
forshT & Hafra ufraToT SHRishA Sl QU T qdg fhar ST g
HTYET A& |

fafatr gfSeahion, areespice ATest 3R 3esrat & ferw siiEA|

QMR A& IR,

Discuss the legal aspects, statutory compliances and regulations for
automotive i ndustry as proposed by the Government.

The Companies Act, 2013 Registration of industry as a Company- either
public limited or private limited. This Act shall also provide guidelines relating
to the management of affairs of the industry.

The Partnership Act, Registration of the industry as a partnership firm
which will govern the acts and deeds of the partners of the healthcare
business.

Society Registration Act —1960 Registration of the industry as a cooperative
society.

Government Buildings Act,1899 An Act to provide for the exemption
from the operation of municipal building laws of certain buildings and lands
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which are the property, or in the occupation, of the Government and situate
within the limits of a municipality.

The Electricity Act, 2003 An Act to consolidate the laws relating to the
generation, transmission, distribution, trading and use of electricity. Generally,
for taking measures conducive to the development of electricity industry,
promoting competition therein. Additionally, protecting the interest of
consumers and supply of electricity to all areas, rationalisation of electricity
tariff. Further, ensuring transparent policies regarding subsidies, promotion of
efficient and environmentally benign policies, the constitution of Central
Electricity Authority, Regulatory Commissions and establishment of Appellate
Tribunal and for matters connected therewith or incidental thereto.

Indian Telegraph Act This Act intended to give the Central Government
power to establish telegraph lines on private as well as public property.

The Shop and Establishment Act, 1953 To regulate the conditions of work
and employment in shops, commercial establishments, residential hotels,
restaurants, eating houses, theatres, and other places of public entertainment.

The Factories Act, 1956 The Act aims to regulate the working conditions in
factories, to regulate health, safety welfare, and annual leave, and enact a
special provision in respect of young persons, women, and children who work
in the factories.

FIHR G@RT FEATAT AT dATel 3SANT & fAT FHiealt ggerat,
Fifaftre sreqarera 3t RfFTAt wa=t
a1 HTATATH, 2013 Teh HUAT o T H 3IN9T I GoiIRI0T - AT Al

Ardstieres WA a1 fAsh fafAcs | g8 sifafags segier & AFd & yeua &
Gefard feam-fader it were seam|

ASIeRY HTAfATH, Tk TSGR B & T 7 3TN T G0 S g
SGHT STTHTY & ATNERT & Hedl 31T et &t AR |

AT Gl oT HIRATATH -1960 Ueh Hghl GIATA & €9 H 3eTrer &
T oT |

17




AR aeT JTATATH, 1899 AT =il 3R HFAAT & FIRUT{elehT $7aeT
Shlelall o HelTelel U T TaTel el o Tell Ueh HTATAIH Sl IR hl YT,
IT oot A & 3R FAIRurTorenT A WAT3 & iR a1

faegd sifafaga, 2003 faegd & Scures, IRYOT, fadRoT, AR 3R 3uTeT
U HETd FIefsll P GAThd et & fIT Uah fRATHAIA | 313 R W, foerel
3T & Terd & AT 3ot 3T &t & AT, 3ae wfareqel  agrar &at
o ToIT | 38 3TTAREd, STHIFATIT o Tl I I&TT HIAT IR Tt &7 7
ferstell T 3T fct T, TorsTell SR ! JTFTHIIT ST | S8 3HelraT,
qierst & aR & yReet At b giafad e, Here 3R el s a
TS AR el 30T i TU9ar AR 388 @&9iT a1 396
SR A & v

HRCTT Sl TS faaa 58 31fATTa 7 3652 thg TR &l fotoir 31
ATdoTfeleh TURT X ST ollSel TATTUT del ohl QIfeFd TGTeT halT 2T|

FHRETAT AHTATATA, 1956 3T HTATATH T 35T HRTTAT H HTH et I
feuferat s fafaafAa e, Tareey, gt weamor iR arf¥e sraenrr
faferafaa ¥eT 8, 3R SRETET 7 h1a et arel Jar eafeFad, Afgensit 3R
ST & GO H U TaRT JTaETeT ofTe] et ¢ |

gehTel 3R T 3TRATAIH, 1953 gepleil, aTforfoaesh Tidsarsl, 3marda
gIcell, L&A, Wiel o BT, TATERT 3R Aidstioleh HAR ST &h 3 TUTell H
T 3R ASTTR T 21t bt TAfrg o adet & |

—~—
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Unit -2
Work Effectively and Efficiently
FTY &I { 3 FUTAT{ FTH HY

Learning objective :-

e Describe the ways to organize work as per organization’s health, safety and
security policies/procedures.

o HITSH HT FaTELT, Gt A graw Afaat / aftransi & R s Hr
SqafeUd FIA & ALH! HT qoieT FI|

e Outline the organizational structure to be followed to report about health,
safety and security breaches to the concerned authorities.

o Haftrd IFTAFIRAT Y Fareew, guat 3R gean seeual & IR 7 R w3
& foIT gTeret T ST ATel) FISATCH S HITAT T FIET IR FX|

e List the potential workplace related risks and hazards, causes, preventions
and reporting structure.

o FHIAT FETT ¥ AT AT 31 @, FROM, Ahm 3k Raiféar
TG I ATy F

e State the methods to keep the showroom area as well as equipment clean,
tidy and sanitized.

o ATH 81T & HIL-HTY IYHIVIT Y TE, HTH 3 ATH {@o & dOHI Y 9d10

e Discuss how to complete the given work within the stipulated time period.
o fruiRa TFaaf® & #hax e v w1 # @@ 3 & ald W=t

e Explain the importance of prioritizing team goals over individual goals

SATFAIT T84T 9T OH F 8] P ITATAFAT &4 & HAged I AHSTT
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. ® Discuss epidemics/pandemics and their impact on society at large

o HEHIRAY/AGTATRAT 3R 92 $A I AT W 3% TH1T 9T =T A

. ® Discuss the significance of conforming to basic hygiene practices such as
washing hands, using alcohol-based hand sanitizers.

o 1Y U1, HoTlgel-3MUTRE 83 RIS FT 3TN Fa A gfaamer
TITSAT TATHT & HTHT glet & Aged I TAT H|

e Define self-quarantine or self-isolation

o ITeH-HIRNY IT HTH-3TNT Y IR

. ® List common ailments and their medication.

. @ FIATT NATRAT 31T 3a7hr Zar AT =

e Discuss organization’s hygiene and sanitation guidelines.

o TS T FaeadT AR Faeodr feenfader w Tt w3

e Describe the ways of dealing with stress and anxiety during an epidemic or
a pandemic.

o HETARY AT AGTHANY & SR i1 31X orar @ Araea & afiel &1 9ot F:I

e Apply basic housekeeping practices to ensure that the showroom
area/work area/equipment is clean, sanitized and disinfected

o I¢ GARTd F1a & faw giaard srswhIfier wuait 1 ey Y & e
&8 / FTF 819 / 3YSHI0T W, Fao6 AR FevRia g

e Demonstrate how to evacuate the workplace in case of an emergency

o USRI HY fF ITUTdHTT fEUTY & ATHS A FRITYA T Hy @relY fHAT
ST

. ¢ Demonstrate the correct way of washing hands using soap and water
. o WG A a1t T 3TN F BTy AR FT W ANFT T fAT H

. ® Display the correct way of sanitizing hands using alcohol-based hand rubs.
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® Prepare a list of relevant hotline/emergency numbers.

o qTEAF EUIEEIIEH VK ICIGEAGIG maﬁwaﬁﬁaﬂﬁl

Describe the ways to organize work as per organization’s health,
safety and security policies/procedures.

Identify the hazards.

Identify the persons at risk.

Evaluate the level of risk.

Implement controls to remove or reduce risk.
Record and monitor ( for 5 employees and over)

ok wh e

HaTSeT hY T, FI&TT AR gam Aot/ wfsramait & srqar
HTH $Y TG TEYT A & LI HT FoT F

1. @RI T IgaTe Y|

2. SITEH dTel SATFAAT hl TgdTel Y|

3. SITEH & T &1 Hedlehel |

4. §CTol AT SNTEH T A il & [T G707 ol |
5. Rerrs 3R IR (5 aanRat 31 3178 & o)

Outline the organizational structure to be followed to report about health,
safety and security breaches to the concerned authorities.

Safety and health organisation starts by carrying out workplace
specific Risk Assessments, writing them down and implementing the
improvements that the Assessments have identified. This is required
by Section 19 of the 2005 Act. These Assessments must then be
included in the undertaking’s Safety Statement and, where
applicable, in the safety and health plans for construction sites.
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How do | do Risk Assessments and a Safety Statement?

All undertakings are required by Section 20 of the 2005 Act to
prepare a Safety Statement. The Safety Statement is the
organisational plan for safety and health and is required to spell out
how safety and health is managed in the workplace.

The Safety Statement should be endorsed by the board, to show its
commitment to the Statement’s objectives and plans. The
preparation and implementation of these documents can ensure the
greater involvement by everyone in the safety and health of the
business, so it is necessary to get them involved. Sections 19 and 20
of the 2005 Act do not set out how duty-holders must carry out their
Risk Assessments or prepare a Safety Statement. The Authority has
produced extensive guidance on how to do these tasks and some of
our Guidance is sector specific. Please check our Publications Section
for details. For small businesses our electronic based Risk
Assessment and Safety Statement tool BeSMART can be used.

Note that Section 20(8) of the 2005 Act gives an exemption to
companies with less than four employees from the requirements to
prepare a Safety Statement if an Approved Code of Practice exists for
that sector or work activity and is being complied with. Codes have
been prepared for some sectors such as agriculture, construction
and quarries which are available in our Publications section.
However the requirements to do Risk Assessments still remains and
the Codes deal with these issues.

How do | ensure collective responsibility for all my
managers?

The Safety Statement must spell out the safety and health
responsibilities for all levels within the business and, in particular,
how they must all work together to ensure safety and health.
Directors must also be given the authority to affect health and safety
changes in the workplaces covered by the Safety Statement.

The Safety Statement must start with the safety and health policy.
This policy is the undertaking’s commitment to protecting employees’
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safety and health. Make this policy specific to each workplace in the
undertaking. Consult employees when the Statement is being
prepared and review it regularly, when necessary, including for
example if there are changes in the workplace, workforce,
organisation or method of work, articles or substances used at work
etc.

The Directors and board should formally accept it as company policy.
Then the board and its senior management team must ensure all
their business decisions reflect the policy as set out. Directors should
have a clear understanding of what the safety and health policy
covers.The policy should be open to examination at board level so
that it is robust enough to cover the safety and health risks posed by
the undertaking.

The board should be responsible for driving the safety and health
agenda, understanding the risks and opportunities associated with
safety and health and any matters that might affect safety and
health. The knowledge, training, experience and safety and health
competence that Directors should have to carry out their role and
ensure their legal responsibilities are met, will depend on the health
and safety risks the undertaking poses.

It is important for boards and their Directors to remember that,
although safety and health responsibilities can and should be
delegated to senior managers, the legal responsibility for safety and
health still rests with the employer.

Each Director and senior manager must accept their individual role

in providing safety and health leadership for their undertaking.
Strong leadership is vital in delivering effective safety and health risk
control. Everyone in the undertaking must know and believe that the
board is committed to continuous improvement in safety and health
performance, what its expectations are of them and how they should
deliver what is expected of them. By involving all their staff in the
development and maintenance of safety and health they make safety
and health everyone’s business.

What are the key tasks?
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The key tasks that the board should carry out in ensuring they accept
collective responsibility while implementing their safety and health
legal responsibilities include:

« Reviewing and, where appropriate, endorsing the Safety
Statement when prepared by the senior management team

« Receiving regular reports on progress, performance and
implementation of safety and health plans

. Ensuring sufficient resources are made available to achieve and
implement these safety and health plans

. Ensuring that the senior managers and the workforce are
actively involved in the management of safety and health

. Developing a communications plan to show the board’s
commitment to its safety and health policy

« Making sure the necessary organisational structures exist to
ensure that safety and health is properly managed

. Being kept aware of all matters in relation to safety and health
especially major incidents and changes in legislation

« Ensuring safety and health audits are undertaken to monitor all
aspects of safety and health policy implementation

What else should the Board be looking at?

In ensuring collective responsibility among senior managers the
board must ask them the following key questions:

« Do you provide daily safety and health leadership in the areas
you control?

« Have you allocated responsibilities and authority for safety and
health to specific people in your Department / Unit - are they
clear on what they have to do and what they are to be held
accountable for?

. Do you have sufficient information about the risks they are
exposed to and the preventive measures they must take?

. Do you consult and involve your staff in key decision making on
safety and health issues?
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. Do you have a safety committee for this purpose and do you
facilitate the selection of safety representative(s)
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List the potential workplace related risks and hazards, causes,
preventions and reporting structure.

Electrical Accident

Electrical accidents are very common in the workplace and they are caused by
unprotected exposure to high voltage electrical outlets. According to the
Electrical Safety Foundation International, electrical hazards cause more than
300 deaths and 4,000 injuries in American workplaces every year.

« Always inspect the working area for uninsulated wires, broken cord,
and exposed electrical circuits beforehand.

« Do not make use of faulty electrical equipment at all times.

« Workers must wear personal protective equipment.

« Isolate electrical equipment before working on them.

« Have a prompt system for reporting and documenting electrical
shock incidents in the workplace. You can make use of the Formplus
Incident Report Form for noticing, reporting, and investigating
electrical hazards.

Exposure to Dangerous Chemicals

Toxic chemicals in the workplace can also hamper the safety of
employees; especially when they are exposed to these substances
without appropriate caution. Chemical exposure can result in a
number of effects ranging from cancer and organ failures to death.
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Wear personal protective equipment while handling chemicals in the
workplace.

Limit individual employees’ exposure to chemicals by creating a
work roaster.

Monitor daily employee safety using the Formplus employee safety
review form.

Machinery & Tools Hazard

Employees who work in industries that require the use of machinery
and tools such as construction or transportation are at risk of
machinery and tools accidents. A report by the Occupational Safety
and Health Administration suggests that 12 of the 874 deaths in the
construction industry in 2014 resulted from machinery and tools
accidents.

Organizations must carry out frequent risk assessments.

Tools and machinery should be maintained regularly and replaced
when due.

Use the Formplus incident report form to swiftly file reports of any
machinery and tools to prevent accident.

Appropriate protective equipment must be worn in the workplace.
Employees must undergo training on how to make use of machinery
and tools.

Safety guards must be fitted into workplace equipment.

Rraiféer wvaen w1 gelagy w31
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State the methods to keep the showroom area as well as
equipment clean, tidy and sanitized.

equipment

Always use soft and microfiber fabrics to clean your devices.
Clean the solid particles first...

Use of germ removal wipes...

Remember to keep the cables and cords clean too...

5. The device cover should also be cleaned from time to time.

Showroom

HwnN e

1. Retire old stuff

2. Start with the nets

3. Cleaning of wings

4. Doors, windows, furniture
5. Cleaning the walls

6. Finally cleaning the floor

NEH & F HIA-HTT TSIV & HIE, HTH 3T ATE I & a6 Y 910
3YHION
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Discuss how to complete the given work within the stipulated time
period.

1. Write down your goal on a piece of paper.

2. Estimate the time taken to achieve it.

3. Focus your attention not on the problem, but on the solution.
Break your big goal into smaller pieces.

5. If you get a small success, avoid being complacent.
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Explain the importance of prioritizing team goals over individual
goals

Goal prioritization is the process of identifying your objectives
and organizing them based on their urgency, value, and
importance. This process also requires you to appropriately
allocate your resources, time, and effort where they're needed
the most. It's basically a fancy term for what you might already
be doing: Determining what to focus on first before moving on to
other tasks.

Goal prioritization is all about starting your day with what
matters the most while still getting through everything on your
plate. Think about it: Wouldn't you want to put the most effort
into the goals that could produce the greatest return on
investment? Sure you do — and goal prioritization can help you
identify these objectives and strategize how to complete them.
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Discuss epidemics/pandemics and their impact on society at large
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Death and climate change from smallpox in the United
States

European countries had established their empires by the end of the fifteenth
century, spreading colonialism across the American continents. In the course
of the expansion of their respective empires, European forces killed so many
people here that it would have changed the ab-o-air of the world.

After the death of such a large number of their citizens, many countries have
advanced themselves so much in every respect that they are today among
the richest countries of the world. Due to the death of such a large number of
people from the Black Death i.e. bubonic plague, the number of people
available to work in the fields was greatly reduced.

This caused trouble to the landlords. The farmers who were left increased
their ability to bargain with the zamindars. As a result, the feudal system of
the countries of Western Europe began to break down. The farmers, who
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were forced to work in the fields of the zamindars to fill their revenue, began
to be freed from the captivity of the zamindars.

This change gave rise to the practice of working on wages. As a result,
Western Europe moved towards a more modern, commercial and cash-based
economy. Because now it was becoming costly for the landlords to pay the
wages of the labourers.

Death and climate change from smallpox in the United
States

European countries had established their empires by the end of the
fifteenth century, spreading colonialism across the American continents. In
the course of the expansion of their respective empires, European forces
killed so many people here that it would have changed the ab-o-air of the
world.

In a study, scientists at the University College of London in the UK found that
after the expansion of Europe, the population of about 60 million in the Us
(which at the time accounted for 10 per cent of the world's population) had
declined in just one century to just six million.

After the establishment of the European colonies in the United States, the
diseases that these colonists came to america with them were responsible
for most of the deaths in these areas. The biggest of these diseases was
smallpox.

Other diseases also included measles, cholera, malaria, plague, whooping
cough, and typhus, which claimed millions of lives. Due to these diseases,
people in these areas suffered uneasy pain. There was also a massive loss of
lives. And the whole world had to suffer as a result.
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Discuss the significance of conforming to basic hygiene practices
such as washing hands, using alcohol-based hand sanitizers.

The use of alcohol-based hand sanitizers has greatly increased compliance to
hand hygiene in healthcare settings. They are efficient, accessible, and take
relatively little time to use. Even though there are some situations where they
are perhaps less effective than standard soap and water, it may be worth the
trade-off if using ABHS results in more consistent hand hygiene. Guidelines
regarding the use of soap and water instead of ABHS can be established,
keeping in mind the prevalent pathogens in a particular setting

Alcohol-based sanitizers are very effective at quickly destroying various
pathogens and that too without the need for water, plumbing, and drying
facilities. According to the World Health Organization (WHO), alcohols have
excellent activity against gram-positive bacteria, gram-negative

bacteria, enveloped viruses, non-enveloped viruses, mycobacteria, and even
fungi. Numerous studies have also documented the in-vivo antimicrobial
activity of alcohols and the effectiveness in removing clinical strains

of Acinetobacter baumannii, methicillin-resistant Staphylococcus

aureus, Escherichia coli, Enterococcus faecalis, Pseudomonas aeruginosa,
and Candida albicans from profoundly contaminated hands of human
volunteers.
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Define self-quarantine or self-isolation
Definition of self-quarantine

intransitive verb: to refrain from any contact with other individuals for a
period of time (such as two weeks) during the outbreak of a contagious
disease usually by remaining in one's home and limiting contact with family
members

Isolation separates sick people with a contagious disease from people
who are not sick.

TcH-HIRYET IT ITH-3TS9NT 1 IRITRT HY

TT-TIRET dT giRsmT
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List common ailments and their medication.

common

1. Headache

2. Asthma

. Goiterna disease

. Knee pain

. Blood pressure

. Obesity

. Cold

. Diabetes

. Hair Waterfall

10. Parasitic (Paracetic) Worm Infection
11. Dehydration (De-hydration)
12. Constipation

13. Fever (fever)

14. Ulcers

15. Side effects of tobacco use

Medication

O 00 NOYULL &~ W

Hydrocodone. Hydrocodone was first patented in 1923, with the long-acting
formulation being approved in 2013. ...

Metformin. ...

Losartan. ...

Antibiotics. ...

Albuterol. ...

Antihistamines. ...

Gabapentin. ...

Omeprazole.

AT FATRET 3T 37T gar Hr g
1. faes

39




2. AT
3. HET T gAY (URRTS3)
4. et @IES
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. AR ATSH|
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Discuss organization’s hygiene and sanitation guidelines.
Safe sanitation is essential for health, from preventing infection to
improving and maintaining mental and social well-being.Developed in

accordance with the processes set out in the WHO Handbook for

40




Guideline Development, these guidelines provide comprehensive advice
on maximizing the health impact of sanitation interventions. The
guidelines summarize the evidence on the links between sanitation and
health, provide evidence-informed recommendations, and offer guidance
for international, national and local sanitation policies and programme
actions. The guidelines also articulate and support the role of health
authorities in sanitation policy and programming to help ensure that
health risks are identified and managed effectively.The audience for the
guidelines is national and local authorities responsible for the safety of
sanitation systems and services, including policy makers, planners,
iImplementers within and outside the health sector and those responsible
for the development, implementation and monitoring of sanitation
standards and regulations.

IS Y TaoadT i Taeodr feenfadent =T #3

AT Taeodl T & U HEeTh §, HHAUT Hl Ushod T ol
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ST Ul W AGAl P F&T H GEIT B 8, LA-GAd Telel R g
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A 3R AP F [, FRfTas 3R FmEt F v Geer
e |
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Describe the ways of dealing with stress and anxiety during an
epidemic or a pandemic.

1. Keep informed, but don't read the news all the time.

At this time, it is important to keep in mind that to what extent the spread of
Corona has taken place in the world, what measures are being taken to stop
it, whether the government has issued any guideline or not, so that you can
take the necessary steps for safety. But don't try to take updates about it all
the time. Secondly, you should keep in mind that the information is
authentic. Trust the information given by the World Health Organization or
government medical institutions. TV or Don't always watch the news related
to Corona on the websites. Avoid rumours that are spread on social media.

2. Do what is possible

Many times people come across situations that they can't do much even if
they want to. In particular, somehow, when the epidemic spreads, a person
starts to feel helpless. In such a situation, do what you can. Don't think too
much. Everyone is facing the pandemic. You can try to defend yourself and
your family. Follow the things that have been told about hygiene to protect
against corona.

3. Maintain connection with people

Lockdown doesn't mean you're completely cut off from people. You are away
from them, but keep in touch with your family members and friends living in
other cities through phone and social medi

4. Always take care of yourself.

Take care of yourself first during this pandemic. Maintain a proper routine.
Sleep at the right time and wake up. Exercise. Take a healthy diet. Instead of
being worried about Corona all the time, talk to the people of the house.
Read a good book. Play indoor games with kids. Listen to music. Talk to the
kids. If there is a lack of something in the house, then do not worry too much
about it. Think that from one disasters come and go, corona will also go.

5) Help others.

It's a time when a lot of people need help. If you can help someone, do it. At
this time you can help the needy people in many ways. You can arrange food
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for some people. You can arrange medicines for them. Many types of
rumours are also spread when the epidemic spreads and anti-social elements
take advantage of this. If possible, warn people. Those who are poor need
help a lot. Help them if possible. It will make you feel better.

AZTHRY AT AZTHNY & SR1eT doira 3R AT @ Aves & a1
o Y|
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Apply basic housekeeping practices to ensure that the showroom
area/work area/equipment is clean, sanitized and disinfected

Maintenance

The maintenance of buildings and equipment may be the most important
element of good housekeeping. Maintenance involves keeping buildings,
equipment and machinery in safe, efficient working order and in good
repair. It includes maintaining sanitary facilities and regularly painting
and cleaning walls. Broken windows, damaged doors, defective
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plumbing and broken floor surfaces can make a workplace look
neglected; these conditions can cause incidents and affect work
practices. So it is important to replace or fix broken or damaged items as
quickly as possible. A good maintenance program provides for the
inspection, maintenance, upkeep and repair of tools, equipment,
machines and processes.

Dust and Dirt Removal

Enclosures and exhaust ventilation systems may fail to collect dust, dirt
and chips adequately. Vacuum cleaners are suitable for removing light
dust and dirt that is not otherwise hazardous. Industrial models have
special fittings for cleaning walls, ceilings, ledges, machinery, and other
hard-to-reach places where dust and dirt may accumulate.

Special-purpose vacuums are useful for removing hazardous products.
For example, vacuum cleaners fitted with HEPA (high efficiency
particulate air) filters may be used to capture fine particles of asbestos or
fibreglass.

Dampening (wetting) floors or using sweeping compounds before
sweeping reduces the amount of airborne dust. The dust and grime that
collect in places like shelves, piping, conduits, light fixtures, reflectors,
windows, cupboards and lockers may require manual cleaning.

compressed air should not be used for removing dust, dirt or chips from
equipment or work surfaces.

Employee Facilities

Employee facilities need to be adequate, clean and well maintained.
Lockers may be necessary for storing employees' personal belongings.
Washroom facilities require cleaning once or more each shift. They also
need to have a good supply of soap, towels plus disinfectants, if needed.

If workers are using hazardous products, employee facilities should
provide special precautions as needed such as showers, washing
facilities and change rooms. Some facilities may require two locker
rooms with showers between. Using such double locker rooms allows
workers to shower off workplace contaminants and reduces the chance
of contaminating their "street clothes" by keeping their work clothes
separated from the clothing that they wear home.
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Smoking, eating or drinking in the work area should be prohibited where
hazardous products are handled. The eating area should be separate
from the work area and should be cleaned properly each shift.

Surfaces

Floors: Poor floor conditions are a leading cause of incidents so cleaning
up spilled oil and other liquids at once is important. Allowing chips,
shavings and dust to accumulate can also cause incidents. Trapping
chips, shavings and dust before they reach the floor or cleaning them up
regularly can prevent their accumulation. Areas that cannot be cleaned
continuously, such as entrance ways, should have anti-slip flooring.
Keeping floors in good order also means replacing any worn, ripped, or
damaged flooring that poses a tripping hazard.

Walls: Light-coloured walls reflect light while dirty or dark-coloured walls
absorb light. Contrasting colours warn of physical hazards and mark
obstructions such as pillars. Paint can highlight railings, guards and
other safety equipment, but should never be used as a substitute for
guarding. The program should outline the regulations and standards for
colours.

Maintain Light Fixtures

Dirty light fixtures reduce essential light levels. Clean light fixtures can
improve lighting efficiency significantly.

Aisles and Stairways

Aisles should be wide enough to accommodate people and vehicles
comfortably and safely. Aisle space allows for the movement of people,

products and materials. Warning signs and mirrors can improve sight-
lines in blind corners. Arranging aisles properly encourages people to
use them so that they do not take shortcuts through hazardous areas.

Keeping aisles and stairways clear is important. They should not be
used for temporary "overflow" or "bottleneck" storage. Stairways and
aisles also require adequate lighting.

Spill Control
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The best way to control spills is to stop them before they happen.
Regularly cleaning and maintaining machines and equipment is one
way. Another is to use drip pans and guards where possible spills might
occur. When spills do occur, it is important to clean them up
immediately. Absorbent materials are useful for wiping up greasy, oily or
other liquid spills. Used absorbents must be disposed of properly and
safely.

Tools and Equipment

Tool housekeeping is very important, whether in the tool room, on the
rack, in the yard, or on the bench. Tools require suitable fixtures with
marked locations to provide an orderly arrangement. Returning tools
promptly after use reduces the chance of it being misplaced or lost.
Workers should regularly inspect, clean and repair all tools and take any
damaged or worn tools out of service.

Waste Disposal

The regular collection, grading and sorting of scrap contribute to good
housekeeping practices. It also makes it possible to separate materials
that can be recycled from those going to waste disposal facilities.

Allowing material to build up on the floor wastes time and energy since
additional time is required for cleaning it up. Placing scrap containers
near where the waste is produced encourages orderly waste disposal
and makes collection easier. All waste receptacles should be clearly
labelled (e.g., recyclable glass, plastic, scrap metal, etc.).

Storage

Good organization of stored materials is essential for overcoming
material storage problems whether on a temporary or permanent basis.

There will also be fewer strain injuries if the amount of handling is
reduced, especially if less manual material handling is required. The
location of the stockpiles should not interfere with work but they should
still be readily available when required. Stored materials should allow at
least one metre (or about three feet) of clear space under sprinkler
heads.
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Stacking cartons and drums on a firm foundation and cross tying them,
where necessary, reduces the chance of their movement. Stored
materials should not obstruct aisles, stairs, exits, fire equipment,
emergency eyewash fountains, emergency showers, or first aid stations.
All storage areas should be clearly marked.

Flammable, combustible, toxic and other hazardous materials should be
stored in approved containers in designated areas that are appropriate
for the different hazards that they pose. Storage of materials should
meet all requirements specified in the fire codes and the regulations of
environmental and occupational health and safety agencies in your
jurisdiction.
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Demonstrate how to evacuate the workplace in case of an
emergency

Building occupants are required by law to evacuate the building when the fire
alarm sounds or when directed to do so by emergency responders.

Upon the sounding of a fire alarm or other evacuation alarm, all building
occupants shall immediately leave the building and proceed to your emergency
evacuation assembly area. Occupants will only be allowed to return when the
building has been declared safe by emergency responders.

When Evacuating Your Building or Work Area:
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Stay calm. Do not rush or panic.
Safely stop your work.

Gather your personal belongings if it is safe to do so. Take prescription
medications, keys, purse, glasses, etc. with you if at all possible as it may be
hours before you are allowed back into the building.

If safe, close your office door and window, but do not lock them.

Use the nearest safe stairs and proceed to the nearest exit. Do not use the
elevator.

Proceed to the designated emergency evacuation assembly area.
Wait for instructions from emergency responders.

Do not re-enter the building or work area until you have been instructed to do
so by emergency responders.

Fire Procedure

Should you encounter a fire or find significant smoke in our buildings, please
do the following.

Step One: Report the fire/smoke to emergency personnel. Find the nearest fire
alarm pull station and pull the alarm. Afterwards call 911 from a safe location
to confirm emergency dispatch has the alarm and provide additional details on
the fire. You should always pull the fire alarm first and then call 911 so as to
ensure building occupants get notice to evacuate the building.

Step Two: Evacuate the building immediately via the nearest safe exit. If
accessible but only if accessible, quickly grab important personal items such as
keys, purse and wallet. It may be several hours before you may reenter the
building. Do not spend time attempting to save material - your life is more
important. Ensure doors close behind you but do not lock doors. Emergency
personnel need access to all areas. If you encounter a good deal of smoke or
fire, use your secondary exit. If a secondary exit is not available, keep low or
crawl to find better air. If you encounter a closed door, stay as close to the
ground as possible. Not only will you be able to see better, there is more
oxygen.

Step Three: After leaving the building, proceed to your designated evacuation
assembly area.
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Earthquake Procedure

Step One: Remain Calm; protect yourself from falling objects and broken glass
by getting under a desk or table. Face AWAY from windows. DO NOT attempt
to run out of the room or building. Most earthquake injuries are from falling
objects or flying glass just outside building.

Step Two: After an earthquake is over and it is safe to come out from under
the table, carefully evacuate the building. Stay away from windows or at least
when passing by large windows proceed as if they are broken and may fall
inwards on you.

Ensure you evacuate the building after the earthquake. Natural gas or
hazardous materials could be leaking and not be readily apparent to you.

e fRid Y [ ATardeTells RUfa & A # FRITTaT T FA
@Tell fohaT STw

SART H @el dTell &l &lofel GART SHARA &l Tlell sl ol
3TIThdT Bl & ST 39T ATH oI9TaT g AT I ATUThlolled
SRS SaRT W1 kel o foiw WERIa fohar Sirar g

Th 31T el AT 3T TARRIT el T 3Mare oY, 937 sART &
8T H MY T¢I | TG arell T hael ol oifest T 3rgAfa & Srwah
ST SHAR I JTATARTelNT SR SaRT FRieTd ;iva fohar arar
&l

39T AT AT ST 87T I Well hld TAY:
T I | SToc TS AT TeTT 7T |
3791 1A T FRI&T T A Uk |

e AT AT GRIBT & Al 39e S TFAaTed HIHATH I Feha ol | ATe HeTa &1
ar 9=t T garg, afel, 98, TRAT 3MiE 319 T1Y of Fifeh Ig SART & arad
STt T HTATA &t @ F5 ° gl g1 Fehell 8
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e FITETA &, Tt 379 hrATerd o elarst 3R [@geht &l sig Y, ool 3¢
CICTGETY

forehe e GRTaTe Tt 1 3TN Y 3R HAehedd Heprd & T 3mr 96|
forFe &1 39T T HY|

fAfése 3maTaeprelsT [T 38 aelr 89 7 3T 96 |

3MITARToNT 3AXETar3y & A2 S gdieT Y|

SHRT T HT 8T H R T 93U T Y ST dah foh 3T9ehT 3ToTdR el
STRGIATAT GaRT THT dat T [AG T8l [GaT ST ¢ |

3T 9Tt T qfshar

T 39l 31T oETel TIfT AT AN SARGH H HAgeaqol 31T fAerar
&, 9T Pfaf@a #Y

TIOT Teh: 3MTATcAhlelle] AT I 3T / U HT RAE Y| fAhed
BIIY 3T Gl T ol Il 9T 3R 37 Wid| a1g &
3ATARTellel I9OT T gfSe itel & fow e gIiard &= & 911

Pl PY AT & 3R 37 W 3faReEd a0 Yeid FHAT &1 39eh!
AT Uger BRI 3ITTH TideTr AT 3R YT 911 9T i lar

56
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ol feheT GXATSY §¢; o7 Y| JTATARTeloT hFT T HeT &7 TFeh T hT
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SET &, df S8R &aT Wl & T &7 W AT Pl HY| Il 3T TH
¢ SXATSl &l TTHAT I g, dl Toldell THT g 3cell SIHT & Hd
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TIOT ¥eT: SARA Bisa & 91, 3791 [AfEse At 3rdaelr &5 7 3mar 56|

Y Y THT

TOT Ueh: QT Tg; Teh 3Th AT ol %mﬁ@wﬁlﬁmaﬁrﬁﬁ@@
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AT X o 37T ${hT & T SARC 1 Wlell T &t & | TThfcieh I a1
WalTeh raafY ofieh 81 TehaT & 31 31Tes forT 3Tt & TIse 8T &F Tehal

Demonstrate the correct way of washing hands using soap and
water

Washing your hands is easy, and it’s one of the most effective ways to prevent
the spread of germs. Clean hands can help stop germs from spreading from
one person to another and in our communities—including your home,
workplace, schools, and childcare facilities.

Follow these five steps every time.
Wash Your Hands English image

Wet your hands with clean, running water (warm or cold), turn off the tap, and
apply soap.

Lather your hands by rubbing them together with the soap. Lather the backs of
your hands, between your fingers, and under your nails.

Scrub your hands for at least 20 seconds. Need a timer? Hum the “Happy
Birthday” song from beginning to end twice.

Rinse your hands well under clean, running water.
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Dry your hands using a clean towel or air dry them.

HIGT A ATl T ITANT FT FT U1 FT /G ANHT YT Y

3701 GTT T AT 3T &, 3R TG HICTUL3T & TR 1 Uehod & HTH THTAT
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3R ATgesh3R GlauTw nfA &




&Y I ST 9T TR T Teled |

379Y g1 T 373eh ofd

37957 gTUY T ATH, I8 T (313 AT S21) J AT Y, 7ol hl g v &, 3T
1A AT |

3791 gTT Y TTGT & HIY Teh TTY TWSH of | 37T §TAT T IS, 39T
Zarforat & o, 3R 319e) AT & s SeT |

37951 §TUT T A T e 20 Fhs & [T Tha Y| TSHT FT 3TTTHAT &7
"gedt 93" T Y YE @ 37l deh &1 I IV |

379 T ohY AT, 6 TT=il & =T 3TeeT oRE ¥ FHoellT |

Display the correct way of sanitizing hands using alcohol-based
hand rubs.

1. Make sure all organic matter is removed from hands.

2. All visible organic matter (for example: dirt) must be removed from
hands prior to applying waterless hand sanitizer.

3. Apply a dime sized amount of waterless hand sanitizer to the palm of
one hand or use a waterless hand sanitizer wipe.

4. Rub hands together covering all surfaces of hands and fingers.

5. Rub until waterless hand sanitizer is absorbed.

NP IBA-ATUTR 83 oW &1 3TN = grdl F e F:+
T T dFT e Sl
1. giAferd &Y foh el s feies gerd grat @ ger few v |

2. fafas 37 £ AfAesor e & gger @t Tu AT Fafae geret
(3ETETOT & foIT: 37eai) Y greit & ger fear s @nfe |

3. Ueh BT T gell IR aTeIeld 83 ATAeIsoR I ST8H HTHR I AT o] L
7 TST ITedt o 58 HiACSoR argy &r 3udeT HL|
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5. 59 doh foordl 88 AfAesat 3raenfa o7 g v e d= WS

HAND SANITIZING STEPS

Prepare a list of relevant hotline/emergency numbers.

Four most important emergency numbers:

NATIONAL EMERGENCY NUMBER-112
POLICE-100

FIRE-101

AMBULANCE-102

The other list of emergency numbers

. Disaster Management Services-108
Women Helpline-1091

Women Helpline - Domestic Abuse-181
Air Ambulance-9540161344

Aids Helpline-1097

Anti Poison New Delhi -1066 or 011-1066
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. Disaster Management N.D.M.A 011-26701728-1078

« EARTHQUAKE / FLOOD / DISASTER N.D.R.F: 011-24363260

« Deputy Commissioner Of Police - Missing Child And Women: 1094

. Railway Enquiry: 139

« Senior Citizen Helpline: 1091/ 1291

« Medical Helpline in Andhra Pradesh, Gujarat, Uttarakhand, Goa,
Tamil Nadu, Rajasthan, Karnataka, Assam, Meghalaya, MP and
UP- 108

. Railway Accident Emergency Service:1072

. Road Accident Emergency Service:1073

. Road Accident Emergency Service On National Highway For
Private Operators:1033

« ORBO Centre, AIIMS (For Donation Of Organ) Delhi: 1060

. Call Centre: 1551

« Relief Commissioner For Natural Calamities: 1070

« Children In Difficult Situation: 1098

. Central Vigilance Commission: 1964

« Tourist Helpline: 1363 or 1800111363

« LPG Leak Helpline: 1906

YTH T glecaTse / ATATARTelle el 31 Tah FaT AR FY
IR FIH A OT AT el e

TSEIT 3TATARTelle oTa} -112

gferd-100

31T -101

TFelH-102

JTITTRTNeT sTel < gad gt

- 3TYST YeeeT {ATT -108
- Higell gedelg-1091
- AT geTelISsT - EXe] GeddgR -181

: 1J?JIT123:@'@-9540161344

- USH geUdllSe-1097
- UET Ui ale] oI5 ool -1066 AT 011-1066
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o 3TTYET Y&eIeT UA.3Y.UH.T. 011-26701728-1078
- $ThT / 91 / 3ATICT TISI3TRUE: 011-24363260
- Gl IUTGerd - STl seaT 3R AfgelTd: 1094
- TeId TSI 139
- S AR gedelgst: 1091/
+ 3TYT 9GRT, IR, SRS, TN, ATHAATS, TSTEAT, Shellceh, 3764,
HETol, W@fﬁ?ﬂﬁﬁ%ﬁm—sﬂ 108
+ YeId GHEHT JTATchTellel JaT: 1072
- {3 GHCHT JTATcThTellel JdT: 1073
o TSl TR & fT T TSTATE IR Tgeh GEICHT TATclhTellel dT: 1033
- 3RS HeX, Ty (3197 &1 & foIv) feeelr: 1060
- hlel ¥eX: 1551
- YTehfcleh 3TYET31 & foIw g d 3gerd: 1070
- ;foe Feufa & 9Tt 1098
- e TTehdT 3TANIT: 1964
- g geTelssT: 1363 IT 1800111363
- TTUISl ol gedellse: 1906
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Unit -3
Optimize Resource Utilization

Learning objective :-
e Explain the ways to optimize usage of resources, especially water.

AT, AT T F It F 3TRNT F AHE T FIA & a1 sqrEan
Lyl

e State the importance of conserving electricity and using prevalent energy
efficient devices.

frsrelt 3 wXaTor 3R AT ST FUrer IUHTOIN FT 3TN FaA F Aged I
gare|

e List the different categories of waste viz. dry, wet, recyclable, non-
recyclable, etc.

rafirse i R Aot S & T, aften, gesidisiaor ae, i
QeeidleA1ehoT, 3TTE Y Faeer HY

e Differentiate between recyclable and nonrecyclable waste for the purpose
of segregation

o JUFHIT & 35427 & AT qaatdistiaor 3R R-RusFaae e &
o 3T

e State the importance of using appropriate colour dustbins for different
types of waste.

faffies R & Fa¥ F AT 3ugFd et sEefae w1 393 F3a & Agca F
Id17]
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e Discuss various methods of waste management.
3qfrse yayer & RAffesr adisl W gat #|
e Describe the significance of greening

gRTeh & Agea F1 IviaA HY

e Discuss the common sources of pollution and ways to minimize it.
YW & FHAT Wdl 3R 3/ A & F aOF W 9 +|

Explain the ways to optimize usage of resources, especially water.

FraTerY, R T & O 3 39T Y e o 0 & A
SATEAT Y|

The new concept for optimization within the water resources master plan is
the main topic of this paper. The proposed concept consists of using
optimization in the two major phases of the complex procedure of master
plan formulation. Optimization is first used for evaluating the possibilities
of a multipurpose reservoir. This problem is solved when determining the
water resources available for satisfying the water demand. This type of
analysis is not often used in water resources analysis but it is found to be
very useful at this stage of the master plan formulation. A single objective
stochastic optimization algorithm, having a specific form of the objective
function, is rcconmended for the solution of this problem.

The second phase which includes optimization, deals with the ranking of
the alternative solutions for satisfying the water demand with the available
water resources system boundaries. The multlobjectlve optimization is used
for deternining the optimal rank. The number of relevant objectives in this
ranking process includes: i) cost minimization (capital and O&M); ii)
maximization of energy production; iii) minimization of land expropriation;
iv) water quality protection; v) environmental protection; vi) environmental
protection; vi) social Impact; vii) inter republic cooperation; and viii)
possibility of successive capacity expansion.

The experience used so far for the development of master plans for big
regions In Yugoslavia is now being compared and evaluated as opposed to
the new concept used for developing the master plans for the Republic of
Serbia, and the Drava and Danube catchments in the Republic of Croatia.
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STl HHTEET HIEET TeTel & 3R 3eTehelel o [T 78 LR $8 I
Y favd § | YT TURUN # HRFE Colled Hhiaell HT Sifeer gfohar
&l W RO H 3fefehelel ST ST AT AMTAA § | 3eJeholel T UL Igel
Teh g3 STy Y FHTAAT3H T HedTehed et o forC foham ST 8|
Tl T HI3T &1 G el o [T ITeTe STel HHTEEAT T fTeR0T i FAT 58
HHTIAT &l AT ThIT SATAT & | SH YK oh [AReIYUT &l YT 3TFE STl
TATETAL H oTgT [ohaT ST &

G TROT ST HH 3HeTehelet QM &, STTSET STol HHTEIT TUTTell HIAT3 &
T 9T & HTIT Y R FA o forw Jehfeass FaTem=t i i & Feafa gl
Multlobjectlve WWW deternining o ToIT 9191 ThaT SATAT 8 1 39
e gfohar 7 grafares 3egedt i @ 7 anfAe §: i) aerd =geioT (JEi
3R 3T U8 TA); ii) Fo1T 3cUTGsT ol HTRIFTRIOT; (iii) A STeclt 1 FA
T; iv) STef J[OTaT HIETOT,;

93 &A1 o TolT AT TalTeT & [aenrd o ToIT 316 deh 39T fohT STt ater
3181 FINEATIAT H 31 FIGAT IR & fIT AR Tolled el avtat &
forT Suter by ST aTell 7S 3RO o fauRIe Jefelr 3R HedreheT fohar ST
&1 &, AR IfRIT aToRTe # 3rar 3R 3w e

State the importance of conserving electricity and using prevalent
energy efficient devices. Energy is essential for most of the activities of modern
society. Its use or consumption is generally taken as an index of standard of

living. We use energy as firewood, fossil fuels, and electricity to make our lives
comfortable and convenient.

fersrelt & wRaTor 3R At ST Ferer ITHTOIN T 3TANT FIA &
Agcd &I adTV|

3merfeieh FATST ol 3iTerenier arfafaferat & forr 34T 31cdd 3Maeds &1 58
39T AT IYHNT ol WA Siide] X & Fhieh & & H TordT ST &
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§H FAT &l STellde] &l oTehs!, SARHA SUT, Td fdegd & §9 H 3UANT Hid
¢ o8 gART Siiaet IRTHACTIS 3R JIAUTTaish Seid 8|

List the different categories of waste viz. dry, wet, recyclable, non-
recyclable, etc.

3rafarse Y RAffe=r ATorat 1 fF g@m, afre, geeteisisor a9,
IR-geterdieeor, e 1 geagy w1

Weeds- Wet Waste

Vegetable Peels- Wet Waste

Used Tooth Brush- Dry Waste

Used Tea Bags-Wet Waste

Used Syringes'- Sanitary Waste

Used Sanitary Pads- Sanitary Waste

Used Sanitary Cloths- Sanitary Waste

Used Razor Blades - Dry Waste

Used Razor- Dry Waste

Used Pieces of

Aluminium Foils- Dry Waste

Used Paper Pieces- Dry Waste

Used Oils- Wet Waste

Used Odonil Hazardous Household- Waste
Used Mop Cloth- Dry Waste

Used Leaves & Flowers

from Puja- Wet Waste

Used Cotton & Bandage- Sanitary Waste
Used Cooking Oil- Hazardous Household Waste
Used Condoms- Sanitary Waste

3rafarse r fafdeer Aforar st A @, sften, geretdisiaor 3,
TYAIR- el 3rafrse

Tfesrat & ferh- afrem e

SEAT [ ETcl S1eT- seh 39 fRIse

SEAHATS TohaT I 97 3frelr 319fRrse
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sEadATe fhv 3T Hfaed Us- dfacirare
STAHATS T 3T HfAed Fus- Afaciiare
SEAHTS T <ols - FET 319fse

TG ToR- J@T 37afIse

o SEIAT Tehg
TegAIfTd giesrat - @ 3afRrse

Tl TSl oh Cehg- FWT YTASE

TG del- el 3raferse

SEAAT TohdT Odonil T=ATeh Be]- 3afrse
SEAATC [ehdT AT HUST- F@T 3ITRIST

S aferal 3N Fol

qoTT 8- el 39iRIse

SEAATS fohar g 3 gedl- Afaedy 3rqirse
SEAHATC [eh T WTeAT Yehlel ol el - TeATeh B 3TATRISE
SEAAT fohT 91T shatH- el aee

Differentiate between recyclable and nonrecyclable waste for the
purpose of segregation

Recyclable resources are those substances that can be reused in any
form again and again after use.

Non recyclable substances include all those which cannot be used again and
again.

90% of toys for example are made from plastics that are not recyclable

The purpose of waste segregation is to recycle the dry waste easily and to use
wet waste as fertilizer for growing plants called composting. Segregating waste
also makes it easier to apply different processes like composting, recycling and
incineration that can be applied to different kinds of waste.

JUFFIOT & 36529 & forw geetdietanor 3R IR-Ramssaaa
3rqfarse & i 3rax
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Recyclable Resources 3’%%%%%’%*61361?—31?% ﬁmﬁqu:
39T fhAT ST qHAT R |

IR-GeTeTdIeiehtoT ey gert 7 3 FafY QMffrer & Totetent 3U2eT aR-aR 78T
fonar ST HeReTT &

310 & eIt 90% T&elleY TelliEeer & 91 gl & il YeleTdlaileh<or Q1o w1gr
GOk

37AfRISE GUFHIT T 3¢62T FW FN T AT & JARIR FIAT AR Ted
gyt & oI 3a3eh o &9 H 3fter Fa T 3TINRT AT § (T8 haFaEcaT hgl
SITT § | ShaX T 3TeldT el o WG, TATSTFeldT 3R HTeThor o fafde
STShAT3HT ol oI et 8fY ITHT &1 STl & Totee fafdiest JehI & ek 9T =fle],
fRar ST asaT B |

State the importance of using appropriate colour dustbins for
different types of waste.

Green dustbin: It is used for disposal of biodegradable waste.
Blue dustbin: It is used for disposal of non-biodegradable waste.

Green bins contain the waste that is biodegradable, or compostable
material that can be converted to manure to divert waste from
landfills.

- Material that can be put in a green bin: Fruits, vegetables, flowers
and papers etc.

- The material in the green bin transforms them into simpler units
and we can use them as manures, fertilizers, compost and biogas.
This serves as safe disposal of household waste in green bins.

- The material in the green bin only pollutes the environment when
they are in excess amounts.

- The waste generates a lot of organisms around it. These organisms
can function as vectors to transfer diseases.

- The waste present in green bins can generate bad odour.
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- This waste serves as breeding ground for mosquitoes.
- The waste in the green bin is safe as this waste is nontoxic.

Blue bins contain the waste that is non-biodegradable. This bin
contains all the materials that are needed to be recycled.

- Materials that can be put in blue bin: -

- Plastic, polystyrene, metal, chemicals, aluminium cans and so on.

- The microorganisms that break it down can cause disease and
produce harmful gases. The materials present in blue bins can harm
the environment by causing pollution when not disposed of properly.

faffiest 9R & FI F AT 3ugTFa Ther sEefae F1 3930 F:a
& Hgcd HI dIT|

I sTefae: SH&T 39T SAIfSISTd ek & el & forv fhar Arar g |
ATelT SEEfaeT: 3T 3UAeT IR-TAfSASTd F & fAuera & fore forar srar
gl

& f3ea & gg 3r9fArse gYar & St arfSIsae giar &, ar Fure s Al fod
oIsfthel & 31aferse I A & T Wi, & gRafdd fhar s aehar gl

- AT § Toh ek gX TSt 31 T@T ST HehT §: el ATeoTAT, el 3R ST
3fe

& T o F3ed & AT 3¢ T ST H deoT &dl ¢ 3 EH 3% TIC,
3, Wi 3N S & §9 H 39U A Hehel § | T 8 Sl 7 oo e
& gRfard foiders & &9 # w aar |

- BT & foea 7 AlSg Aol Shaet TATaRT I TEf¥d FAT § 5 9 3AUH
AFTHEd &

- ARISE S8 TRT I TG TR ST YT AT 8 | 3 5P A91 T FATATART
ol F ToIT FeT H FTH FT X Thd ¢ |

- & 3o 31 Hig[g e O I 97 3ot g1 el B

- g FIRT ATSI o ToIT Yololel TUS & T H 1T FIAT L |

- B LT o TSed H et GIEI & Fi1eh Ig ITTRISE AlAci e g |
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sitel f3ed & 3afrse gl & S IR-arAfSISTer giar g | 34 faT Fa @ef
ATHIA AR & Teg JoAeTdeAIehOT el T AT Bl & |

- QT & o ofer f9eT & T s A & -

- TATTEC, polystyrene, QJI'IF;[, TGS, Wﬁﬂﬂ?%ﬁﬁ?ﬁﬁqﬂ

- 38 ISt dTel FaASITT STHIY & HRUT T Hehdl © N ETiorepRen 34T T
3cUTes Y Hehel & | 7 Alo[g Al srel f3ea gemoT dar ates gafavor s
e TG Fehd & Sfe S1eh | T Terar g1 S &

Discuss various methods of waste management.

In order to keep as much material out of the landfill as possible,
it's important for each of us to do our part. One of the ways to
put that plan into action is through the 3 Rs of waste

management — Reduce, Reuse, Recycle.
Reduce means to cut back on the amount of trash we generate.

Reuse means to find new ways to use things that otherwise

would have been thrown out.
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Recycle means to turn something old and useless (like plastic
milk jugs) into something new and useful (like picnic benches,

playground equipment and recycling bins).
Reduce

Reducing is simply creating less waste. It's the best method for
keeping the environment clean, so it's the first of the 3 Rs. By
reducing, you stop the problem at the source. Making less waste
to begin with means there’s less waste to clean up. Here are

some easy ways you can reduce the amount of waste you make:

Pack your lunch in a lunchbox. Paper and plastic bags create a
huge amount of waste — and plastic bags take hundreds of years
to decompose. Try a durable lunchbox or reusable lunch bag
instead. Ditto for what goes inside your lunchbox. Instead of

plastic baggies, try reusable containers.
Reuse

Reusing is taking old or unwanted items you might otherwise
throw away and finding a new use for them. There are all sorts

of ways you can reuse items to help reduce your trash footprint:

Clean out your closet. Maybe your size has changed. Maybe your
tastes have changed. Instead of throwing away clothes you don’t
want anymore, give them to someone who will want them. If you
have a box of toddler clothes, for example, and your “baby” is
now in grade school, give the clothes to a friend with a young

child. You can also donate your clothes to any number of
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charitable organizations — they give your clothes a good home,

you get a nice tax deduction.

Recycle

Recycling is the last — and most commonly used — of the 3 Rs.
Recycling is changing discarded materials into new products in

order to avoid using more virgin resources.

Corrugated cardboard, milk jug style containers, newspaper and
inserts, and tin and aluminum cans can all go in your Rogue
Disposal & Recycling red-lid cart to be recycled. But what

happens to those items down the road?
3rqfRrse gaere & fAfde alis w ==t #

Asfhel & T T &) 3d<1T 318 AT T@A & folT, g7 A A
Tcdeh oh TIT YT fREHT el HEcdOT & | 39 ANsTell bl hRaTs H
TeT & ANl & T Ueh 3T9TASE YT o 3 TUT H ATCIH T § - he
Y, oT: 3TN Y, IRl FI |

hH T FT AT ¢ [oh GHR GIRT 3ces] hax hl ATAT H heiall
AT

YeT: 3UNT 7 31Y § 3eT oISl ol SUINIT A & ST ek GIoTelT Sl
YT S1ET theh T AT &I |

AR T 7Y 8 HS A 3R TR (S TATTEESH 8 & ST9T)
S AT IR 3G (S [ehiareh S, Yo & HeTel & 3T 3R
Jrargieersr fEed) & agore|

Reduce
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Reduce S & 39S YT hiaT g1 Tg TATAIT &l T TG &
T g9 3=aT e g, ST I8 3 39 A A Ugal g | hH lah,
3T BT I FHEEIT &l Uehl 8 | Y& ot o [T e YRISE Tl
T HAAS & fob TP el o [T A ITTASE B | T8T HS T
a0 T T § FAeTd 3119 319 gaRT T ST aTel S’ hl ATAT
HH X Ghd o

39 ST o HIoTel I el H Yeh o | ShETST I CATiECe S9T
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Recycle

Jrargiererer 3TAA § - 3R Ta& 3178 39T AT ST g - 3 30
T JrATSTFelar 31T Y FATEEAT T STANT el § T o fT
OIS IS GTATIAT 1 57T 3cure) H eI WE@T gl

ATAIGR SHISHIS, G 19T Aol ehee, FATIR I 31T 31avor, 31K
feot 3R Toga g & fSea @it 31Tueh goe fAger AR
JATSTFoldT ATl Geehat AMTST H YloTdloi e UT hlat o Tl ST Hehed
& | elfehel HSh o AT 3T TE3HT T FATEIAT &2

Describe the significance of greening

Economic benefits of going green

A significant economic benefit of going green is that it helps lower costs and
save money. The use of renewable energy helps reduce energy consumption,
which in turn helps save money spent on electricity bills (which is a benefit to
the individual).

Health benefits of going green

Going green has collective benefits for our health. It reduces dependency on
fossil fuels and other depleting resources. Organic farming boosts the economy
and means that we can eat local, organic, and seasonal produce which is much
better for our health.

Environmental benefits of going green

In addition to the health and economic benefits already mentioned, going
green has numerous environmental benefits. Going green through organic
farming leads to responsible farming practices and land use.

gRareh & Agca Fravia &%

&Y T H SATed & 31T R oI
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Discuss the common sources of pollution and ways to minimize it.

Environmental pollution is the result of human activity and development that
occurs when physical, biological and chemical agents are released to the
environment in such quantities that the pollution adversely affects human
health and damages the environment.

Pollution can be classified by its physical nature, by its source, by its recipient,
by the sector affected or by its effects.

Pollution may be in the form of a gas, liquid, solid or energy.

Sources of pollution may be point sources, which are easily identified, or non-
point sources, where the pollution comes from diffuse sources that are not
easy to pinpoint.

There are different types of pollution: water pollution, air pollution, solid
waste pollution and noise pollution. All of these can be found in urban areas.
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The main sources of pollution are household activities, factories, agriculture
and transport.

Once they have been released into the environment, the concentration of
some pollutants is reduced by dispersion, dilution, deposition or degradation.

Water can be contaminated by physical pollutants (solid material), biological
pollutants (such as bacteria that cause waterborne diseases), and many
different chemical pollutants.

Air pollution can be caused by gases or solid particulates.

Soil pollution is linked to groundwater pollution. Solid waste can produce
highly polluting leachate which contaminates soil groundwater.

YEWUT & WA Hidl 3R 3/ &7 A & adel @ 491

C Y
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Hifaes, Sfae 3R TAATS Tolel Sl 9ATaROT H SdeiT ATAT H STRY ThdT ST
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UNIT -4

Communicate Effectively and Efficiently

JHTAl ST & IR FATAH FalG FY

Learning objective :-

. ® Explain the organizational structure protocol for communicating with
colleagues, customers and others so as to establish good relationships with
them

FeRaal, AeHt 3 3T Aot F Ty Ha1g T F AT HrsATcHS G
YIeThTel T STEAT FY dA1i 3% ATY IJ=S T FT1RT Foras
. ® Outline the different departments of the organization for coordination

AA-IT & o Goraa & ARt i i FoEr IR &3

e Discuss the ways to adjust the communication styles to reflect sensitivity
towards gender and persons with disability (PwD).

forer 3R Rewerier safFaat (fssegd) F wfer wagereiierar # sfafifea 7@
F fore gar Ao 1 warfora w3 & adisl |t |

e Explain the importance of presenting oneself well while dealing/interacting
with others and maintaining personal hygiene.

gEJI F WY STqER / aIdld Fl AT AR AT TTeadl a41¢ [@a &
SRIeT ge 1 3T e A T el & Aged I HSAT

e State the procedure to receive work instructions and report
problems/challenges out of one’s scope to the supervisor

F1 frder wree w3 wddeTE it et & ar @ e waAwAns / geifaat
%1 Rale 3t 1 wfshar 90|
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e List the various organizational policies and procedures to be followed at the
workplace w.r.t. verbal and written communication.

FRITTT G GTeleT Y ST aTell AR TIroaTcAs Afadar 3 afFansit a1
H@W}Tﬁw.r.t.mﬁﬁﬁﬁml

e Discuss the importance of feedback received from customer/manager

ATEF / T9UF W yrod Tiafehdr & Aged W =T :Y

. ® Describe the protocol for giving suggestions and ideas for improving work
processes.

F1 wishat & gur & fre gema 3k R & & fav wersia 1 aofa w3

Explain the organizational structure protocol for communicating
with colleagues, customers and others so as to establish good
relationships with them

Provides clarity. Confusion, uncertainty, and ambiguity make people
uncomfortable and uncooperative. Making roles, responsibilities, and
relationships clear gives everyone the information they need to do their jobs
and to understand their contributions to the organization. Effective
communication reduces the cost associated with conflicts, misunderstandings,
and mistakes.

Builds Relationships. A culture that promotes open communication reduces
tension between hierarchical levels of employees, both professionally and
socially. In a trusting and collaborative culture, people are more likely to seek
help with problems and to suggest solutions and improvements. Effective
communication creates a collegial culture that fosters teamwork and
encourages cooperation.

Creates commitment. Effective communication involves not only sending
information but also receiving it. By listening to employees’ concerns, allowing
them to have input on their work and their workplace, and giving consideration
to their suggestions, managers can make everyone in the organization feel like
they are valued contributors. When employees feel like they are valued in the
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organization, they will likely be more engaged and motivated. Effective
communication creates support and commitment.

Defines expectations. When people are uncertain about what is expected of
them and how they will be evaluated, they can’t do their jobs well. Performance
reviews are difficult because the employee does not know the performance
standards they are expected to meet. And if corrective measures are necessary,
the employee may be resentful if he can’t see how his behaviors reduced his
effectiveness. When expectations and standards are clear, employees know
what they need to do to get a positive review and the benefits that come with
it.

TAeHTAAT, ARFH 3R 3T @Rl & T Fa§ & & fav
HISATCHF TITAT NETR I hY STTEAT F d1Tdh 3ok 1Y HTS T
TIIRT P ST

FUSEAT #, JfARaaar 3R 3Easedr el &1 38ge 3R 3AgARNcHS
AT g1 S7fAR13f, fSFAeTRAT 3R Redl & Tuse 3l @ g2 fhdl 1 a8
ST fASAY § S 3o 39T ShIH hlay 3 TITSeT H Solch TSI bl

qaer Teh HER(T il ol AR Y ST el &, YA 3N AATTSTH & &
HAUTRAT & TGTshiac TR o ST ToATd Y o el ¢ | Teh IRGHG AR
eI HERTC H, S h FHEATIT & HY FHee o R AT HR guUR
ohT GATE Gol chT JHTEIh FHTAT § | THTAT HR Teh Sl oIl HEhicl ToATell &
ST & Ich T TETdT &l & 3R TEANET I AcaTed P ¢ |

YfAagHdr Toid TaR 3 o el STABRY HoTAT A §, Sfesh 38 e
AT Y QT | HAATRET T FIATHT T G, 3¢ 3T A IR 3oTeh
PIIEY T FoTYC A T AT SR, 3R 3e7eh Gl R IR i g,
SetIeh HaToeT H & fohdll o1 TAT HEHH Y Fehdl & foh I HegdTel ATGTeTehcll
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& | ST AT I ST & foh A HITSeT H HoddTeT §, A 3 HHA: 3T <aed
3R AR gl | T FaIR THST SeArar g 3R gideeeran|

IUETTHT STa e AR g & 6 399 &1 37 &7 et & 3R 37t
HodTehat hd ToHAT ST, AT d 39T ST 37<eS! ALE U 181 Y Hehd & | TGl
HIET Aol § Fifeh AU T 37 FeNeT HTeTehl ol IT o161 ¢ [oles o0
TR0 e T 3EAIE & | 3N e GURIcHS SURT 3TaeTeh §, Al e ey RISl 81
TehdlT & T 98 Ig 8T 8@ TehdlT Toh 3T cTagR & 3T THTGRMoTdT 1 Ha
S fhdT| 319 3FAIS IR Al TTSC BIA 8, | HAARIAT FI 9T § b 3o¢
hRIcHAS THET IR 5Tk AT ATl dlel oAl & Jcd el & folv
FAT el P IMTIFAT &

Outline the different departments of the organization for
coordination

In an organization, the efficient coordination of internal and external
components help in reducing the complexities (both internal and external).
Therefore, the organization experiences an increase in productivity, easier
integration of micro and macro level organizational dynamics, a better connection
of roles among intra-organizational and inter-organizational groups as well as
building trust among competing groups, and defining organizational
tasks. Coordination is primarily of two types — internal coordination and external
coordination as described below.

Internal Coordination

Internal coordination is all about establishing a relationship between all

the managers executives, departments, divisions, branches, and employees or
workers. These relationships are established with a view to coordinate the
activities of the organization. Internal coordination has two groups:

Vertical coordination — In vertical coordination, a superior authority coordinates
his work with that of his subordinates and vice versa. For example, a sales
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manager will coordinate his tasks with his sales supervisors. On the other hand, all
sales supervisors ensure that they work in sync with the sales manager.

Horizontal coordination — In horizontal coordination, employees of the same
status establish a relationship between them for better performance. For example,
the coordination between department heads, or supervisors, or co-workers, etc.

In other words, in internal coordination, an employee either reports vertically to
the supervisor and/or the subordinates and horizontally to the colleagues and/or
co-workers.

External Coordination

As the name suggests, external coordination is all about establishing a relationship
between the employees of the organization and people outside it.

These relationships are established with a view to having a better understanding of
outsiders like market agencies, public, competitors, customers, government
agencies, financial institutions, etc.

Usually, organizations entrust a Public Relations Officer (PRO) with the
responsibility of establishing cordial relationships between the employees of the
organization and outsiders.

Coordination is the essence of management as it is inseparable from the following
managerial functions:

Planning — In planning, coordination allows a manager to assess what he must
include and/or exclude in a good plan. Planning also facilitates coordination by
Integrating various plans through mutual discussion and exchanging ideas.

Organizing - Organizing requires a lot of coordination. Whenever the
management assigns tasks or activities to individuals or groups, coordination
allows them to organize it well.

Staffing — In staffing, coordination helps to specify the type of staff required and
its rational placement. For better coordination, the management always ensures
that they hire the right number of employees with the appropriate skills and
qualification. This also ensures that they have the right men in the right job.
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Directing — In directing, coordination provides focus to the manager. In fact, the
purpose of giving orders or instructions to subordinates is served only when there
Is a sense of coordination and harmony between them.

Controlling — Coordination makes reporting realistic. Through coordination, the
management ensures that the actual performance is as close to the standard
performance as possible.

AT & AT TorseT & AT fF3men ff TEr AR &3

Teh IS H, AR IR STEd Teehi AT FAT FHaY ST (3R
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Discuss the ways to adjust the communication styles to reflect
sensitivity towards gender and persons with disability (PwD).

We communicate with people many times every day, either face to face,
on the phone or in writing. When communicating with someone with
disability, it is important to remember to treat each person as an
individual. Also, treat people with respect and consideration and in the
way that you would want to be treated.

Some general tips for communication:

« use a normal tone of voice—do not raise your voice unless asked to

« be polite and patient—do not rush the conversation

. speak directly to the person rather than the person with them

« ask the person what will help with communication—there are
different ways to communicate

« don't pretend to understand—Ilet the person know you are having
difficulty; try asking yes or no questions

« be flexible—reword rather than repeat anything that is not
understood

« only refer to the person's disability if necessary or relevant

. offer assistance if it appears necessary, but respect the person's
wishes if they don't accept your offer
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. avoid saying anything that implies the person with disability is
superhuman, courageous or special

. relax—everyone makes mistakes; apologise if you believe you have
embarrassed someone.
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Explain the importance of presenting oneself well while
dealing/interacting with others and maintaining personal hygiene.

There are many types of personal hygiene.

Dental

Dental hygiene involves more than just having white teeth. A good dental
hygiene routine can help prevent issues such as gum disease and cavities. It can
also prevent bad breath.

Body

Several million sweat glands cover the human body. When bacteria break down
sweat, the process creates a smell or body odor.

Washing the body will help prevent skin irritation, as well as removing the
bacteria that cause body odor. Washing the hair removes oil and keeps a person
looking clean and fresh.

Hand washing

Regular hand washing is one of the best ways to avoid spreading communicable
diseases.

The Centers for Disease Control and Prevention (CDC)Trusted Source
recommend washing the hands at certain times:
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before, during, and after preparing food

before eating food

before and after looking after anyone who is vomiting or has diarrhea
before and after treating a cut or wound

after going to the bathroom

after changing diapers or cleaning up a child who has used the toilet
after blowing the nose, coughing, or sneezing

after touching garbage or dirty surfaces or objects

after handling pets or pet-related items, such as food

Nails

Fingernails may harbor dirt and germs, contributing to the spread of bacteria. It
is easier for dirt and germs to collect under longer nails, so keeping them short
can help reduce the risk of spreading infections.
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State the procedure to receive work instructions and report
problems/challenges out of one’s scope to the supervisor

Listening: Active listening helps you gather valuable information for problem-
solving. A good problem-solver can identify everyone involved, encourage them
to get involved and actively listens to different opinions to understand the
problem, its root cause and workable solutions.

Analytical thinking: Analytical thinking helps you research and understand a
problem and its causes. The ability to establish a cause-and-effect relationship
is also essential in anticipating the long-term effects of a course of action. Those
with strong analytical skills can evaluate the effectiveness of different solutions
and choose the best one.

Creativity: Problem-solving requires you to create a balance between logic and
creativity. You need to use your creativity to find the cause of the issue. It also
requires creativity to develop innovative solutions. Creative people bring unique
perspectives and give a new direction to the company.

Communication: Whether you are seeking solutions to an existing problem or
want others to follow a certain course, you should be able to communicate
effectively. You may need to talk with others in person, over the phone, via text
or through email. You may also need to correspond with many different people,
including team members, customers and managers. Effective communication
across a variety of channels allows you to be a good problem solver.

Decision making: You should be able to decide what methods you should use
to research the problem, which solutions you should use and how you should
implement the solution. Almost every stage of problem-solving requires you to
make a decision.

Teamwork: Problem-solving involves teamwork. You ask people about their
perspective on the problem, involve them in developing effective solutions, seek
their feedback on the chosen solution and rely on team members to implement
the process. It is essential to involve and motivate all members of the team for
effective problem-solving.
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ST Aol Folle T HTERIhT il &1 IRl 3H A & FROT H
Giole o fIT 3796 ITATcahdl ST 3YANT el I ITEThdT gl TS
forw 31 gama Aefiad #a & fav WarcAswar 1 ot 3maegehdr
gy ¥l frufed T 3 A9IRT o/t 3T § 3R Shuely & 715 fgem
¢ &l

HAR: o 319 e alser Gaear & @anene i Joer Y @ g 9
CEU I T AT ITGTHA T Gleled T AEd &I, M THTET ST
U HalG el H HETH glell MgV | 3Rl gERl & |1 Shiarddld §9 4,
Bl W, TS & ATCIH J AT SHA b ATEIH T dTd Pl T TaTSRdAT
8§ TFAT ¢l HIH 8 F FEEdT, AEH AR TEUH Afed F Il
37I9T S9N & GTY 9AER Hlad I T 3aThar g Tohal gl [ffeT
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UhR & Yodoll H JHET IR 3T9hl Teh 3T GHEAT g1 hlel dTell
Tl T AT T E

foTr AAT: 3uwr g 9 weT F @eTH gl WIRT T 39 gEEd
W MY F & v fobed TPl T 3TART HAT A1fRT, 39ehr fohet
AT T 3YANT AT AT IR 3T FATTT T H ] HeAT
IIfeT| THTAT B §T Ped o oI g TROT H 3Tl 0T ofed T
3TIRIHRAT gl g

AT : TAEAT F ForsTe FH OHTF A T 3T A F FHEA |
3T GRYET F A F o § 3 T weye Rerad w &
MRS A &, oA §U FATUT R 3o7h1 gfafshar oid & 3R gfshar
A A & AT OF & Al W RIAT I &1 T FATIT-TATETA
& TT &\ & @3l Feedl A WA AT AR IR T 3HETS g

List the various organizational policies and procedures to be
followed at the workplace w.r.t. verbal and written communication.

Polices and Procedures for Attendance

Absenteeism costs wages for the employee who doesn’t show up, wages for a
replacement worker, and delays and disruptions to the whole organization.
That’s why you need to write (and consistently apply) attendance policies.

These documents can include guidelines on tardiness, vacation time, sick leave,
appointments and paid volunteer hours. You can also include the amount of
notice required before booking time off. Take your corporate culture into
consideration when developing these rules.

Policies and Procedures for Employee Conduct

This is a broad topic and may require multiple, separate policies. Including
guidelines on drugs and alcohol use, smoking, performance management and
discipline helps employees know what is and is not acceptable behavior at work.
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Policies and Procedures for Use of Company Property

The number of ways employees can misuse company property is never-ending.
“Renting out the company’s equipment to third parties, intentionally producing
scrap product that is actually being sold by the employee, taking vehicles for
recreation, hosting their own websites on company servers, even directing other
employees to preform tasks that unknowingly benefit the ghost business” are
just a few examples of risks your organization could face, according to ASG
Investigations.

Employees have to use company property in order to do their jobs. Depending
on your industry, this could include electronics, medical equipment, vehicles,
tools and uniforms. Include guidelines on how to care for company property, as
well as how much (if any) and what types of personal use are permitted using
company property.

Policies and Procedures for Harassment and Discrimination

Did you know that the average harassment lawsuit costs the employer
$250,000 to defend? With rules in place, you can prevent these incidents and
protect both your company and your employees.

Harassment and discrimination affect the entire workplace culture. Keep
employees safe and treat them fairly by developing policies and procedures that
prohibit behaviors such as:

sexual harassment

bullying

verbal and physical harassment

stalking

hiring discrimination

workplace discrimination

Include information on how to report harassment and discrimination and
explain that the company will not retaliate for reporting.

Policies and Procedures for Internet and Social Media Use

Make employees aware that any internet use at work is not private. Urge
employees to limit personal internet use and ensure everything they do online
in the workplace is legal, ethical and appropriate (and explain what these mean).
Add guidelines about what is and is not appropriate to post on social media
regarding your organization as well.
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FRITTST G GTeled T AT arelt RAffeT TorodcdAs Afaar 3
yfsranait ! geagy #3 w.r.t. #Af@® 3R ff@a ¥R

sufeafar & fw gfere A aika

IURRATY 30 FAad & T Asgl @ F § o s 7 &ar €,
gfaEdTId FREAT & v A, 3R QX Fead F g8 3R sggue|
T8 HROT § fF v 3ufRufa fifadt & foes (3R eemar g
FA) I ITERTHAT

o1 &Sl H FEil, Tl &l AT, AN Pedl, gfFaar AR Erae
fohT 0 FaEdaeh Hel W fERi&er Qmiael g1 Hehdl &1 39 gichar <5H
3% T gl AT Alfed dhr ATA I AT AT HT Tohd 6| 5T IHAT
I AT X T 39 HARe d&hfa # eae &7 )

ST IEROT & fouw Aifaar 3R gfkame

Jg THh I9F QAWT § 3R S, 3c@-37e0T Afadi S 3MaeTshdr &
Hehcll &1 399 3N ehlgel o SUANT, YHU, Felel TatieT 3T 3HeTerrae
W} fenfadet afga A=At &1 ag I & #Ace Aadt & & w&
W EFR Fagr 4T & 3N T A8

HTAT U & 39T & faw Afaar 3R afsame

o T @ AR YT T YT HT GEUANT A Fohd @, 3ol HE]
el WA A& gl &1 "R 98T Y HUT F 3TN H RFBIT W&,
SIS BhT 3cU1G & 3¢l el Sl aredd H FHIR SRy S
ST T@T &, ARSI & [T digal &l ofell, $Ual JaT W 379 dgdisel
I AT AT, TgT deh foh 3T HAUNRAT Hl 3T AT Sl GI-§T
&t & foT fAERIT el St 3Tellel & 8] SHadry 1 o ggard g
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dhdel FT 3AEI0T gl TS ST & AR, 3 T Al &l
QAT T THAT FAT IS b gl

HHATRIAT P HTAT HIH FA & ToIT HYT P TR ST 3T FIAT
gsdl gl 39 3cINT & IMUR W, SH Selacieiedd, Afhedr 39T,
dTgel, 3YRI0T AR acf affer g &oha 81 wuslt & Fula i q@are
F & b & aR A fGenfader anfAe HY, T & @y Suelr F gufy
T 3YANT o fohdalr (TG FIS 1) AR Fd YR & IfFderd 39T
$T 3egAfT B

3cdizd 3R FeHa & Qv Sifaar 3t giskare

AT 31T SAd § & 3haa 3cdisa qaeA H W axa & fov e
Hr $ 250,000 & FRIT JAr 87 FIAT & U, 39 57 GSATHT I
Uk Fohd & 3R Telr el 3R I FAATRAT Gledr I I&TT HT oo
gl

3cdisel 3R Aeera N HIEAEYS HEHIA & Femfad il &1 herarRar
Sl AT W AR Afaat iR gfhansit @l Aefdd st 30d @y
3T SUdgR Y S SIGgRT & gfae™d :a § o

T 3cdiseT

STAT-STH PTG

Aifgs AR rifRke 3cdsa
T T W ol AH
FRIETS AGHTT

3cdizeT 3R AcHTT & ROIC e & dldh & TR H FAThRT AT HY
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Scleic AR @ATGes AIfSar & 3uder & fau Aifdar 3R
BIERIIY

HHAIRAT P SFS B [ HHA G HAT 8 Scee FT 39T o
el ¥l FHARAT & IFAeTd Sexaie F 39ANT FF fFgd == 30K T8
FARIT el AT IMAE A b T HREATYA H 3ozl S $& i Hid
€ T8 Flefedl, aAfaeh 3R 3T & (I TASNT T oIt FAT Adeld )l
el TISA & IR H TRIeT HBFIT W Ue e & folv a1 g 3R
T 3R AT 8, 38 TR A feenfader s

Discuss the importance of feedback received from
customer/manager

Customer feedback is information provided by clients about whether they are
satisfied or dissatisfied with a product or service and about general experience
they had with a company. Customer opinion is a resource for improving
customer experience and adjusting your actions to their needs. This information
can be collected with different kinds of surveys (prompted feedback), but you
can also find opinions and reviews your clients post online (unprompted
feedback) and collect them using Internet monitoring tools. Both sources are
important to get a full picture of how your clients perceive your brand.

1. Customer feedback helps improve products and services

2. Customer feedback helps you measure customer satisfaction

3. Collecting customer feedback shows you value their opinions

4. Customer feedback helps you create the best customer experience

5. Customer feedback helps to improve customer retention

6. Customer feedback is a reliable source for information to other
consumers

7. Customer feedback gives you data that helps taking business decisions

ATEF / TaeF A Ired Ifaferdr & Agca WIaT:
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ITEeh UTATohdT TG GaRT YaTeT I 318 SATThiT & foh T I fohdT 3caTg AT
AT @ HSC T HHJSC § 3N T hurett & AT Sofeh ITH AT 37137
SR A G| ATgeh T TG eh 3HeTeTd H GUN el 3 3T ATaRThAT3 o fow
3791 ST I FATATSTT el oh ToIT Ueh AT & | S ST i [aTdeaT
YR o Faa1oit (IR afafehan) & aryr v fohar ST aear g, eiferst 3ma
379a1 ATEhT I HATTATSH GIEC Fad oh Tl T AR FAIET N T Thd £ |
(unprompted gfafshan) 3R 3¢ Scleic AIRTAT ITRIOT I 3TN X
gheol. Gl Fidl I Teh QU TR o el & v Ageaqor & b
39 IMgeh HT9eh SIS Hl Hd WA gl

1. Imgeh gfAfshar 3cdrel 3R Qam3it & GUR i & #Aee Xl ¢
2. Mg i 3T IATgeh HJSC &l A H Heg Al &

3. Igsh TARHIT THT AT T 379 I Hed & IaT JoidT §

4. UTgeh FATHAT 3T HIQ 3T Aeeh IHeI7d ol H HAce FT &
5. geh FfAfshar Amgeh IfAURYT & GUR el # Heg Al §

6. IATgeh UTATHAT 31T 3UMFAT & olT JAThRr & T '
fegasr &g &

7. IEH UTATRAT T 22T & % OuR Ao o & Acg aar &
Sar g

Describe the protocol for giving suggestions and ideas for improving
work processes.

Time Tracking and Analysis

Screenshots which serve as proof of work — An invaluable tool for managing a
remote team.

Automatically generated timesheets — No more need to manually log and
organize hours.
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To-the-second daily or weekly time reports — An incredible feature, ensuring
clients are billed accurately, and contractors paid for time actually spent
working.

Monitoring Team Performance

In addition to tracking time, you can also use project status tracking to monitor
and quantify your team’s performance. For example, you can analyze the tasks
and projects completed by specific teams. This data could tell you both where
bottlenecks arise in your workflow, as well as the root cause of any problems.

Implement a Project Management Process

The key to successful project delivery is consistency of process. Specifically, you
can develop a project management process, an approach which breaks down
the key stages of every project into precise phases. By setting clear expectations
at the outset, every team member knows how to handle their current and future
tasks.

Communicate

Sometimes the most crucial strategies are the simplest. With the emergence of
remote teams, working in complex structures across the globe, communication
is more important than ever before. Optimizing the lines of communication
between you and your team is almost the definition of a work process
improvement idea: things will get done more efficiently, to a higher standard,
with less confusion.

Review and Optimize Constantly

If we’re being honest, there’s really no limit to how long we could make this list:
there is always room for improvement in work processes. That said, even
focusing on just those four areas will have an impact. However, if you want that
impact to be substantial and enduring, the key is reviewing and optimizing your
work processes all the time.

F1d gftransit & gur & fore gene 3k fFam e & e seeie &
qofe |
Ay ¢fFar 3 Reayor
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EhIRITE ST &I & G & & H FHH $d ¢ - T & &H &
Yo & flU Teh e 3T

il §9 & Sieie fhu v egaAfie - A3t &9 & ol 5o Al
3R gt 1 gafeua R 1 3Ma—SHar TE B

Z-g-Hehs &foieh a1 AIeATigs FAT & RUE - Teh Jfaeadeig giae,
7€ AT A gU fF gl 1 T o1 F e feam s &, AR
SHERI & ArEdd A HIH A H 9T a0 qAg & faw operdrer faha

AH F vgeie Fr e

STt THT & 37eITaT, 39 319 S & YedTsT ST feRTeT 3R & @eiRa
oY & TIT Yiatere Teed ST o7 3 3UANT Y Hehl & | 3STe 0T & ToIT, 39
fafRrse &t ganr ot fore a1w &t 3R TRATSTAT3HT F1 faRervor T Fehd &,
TE 3T 3MTIHT &leil AT FeohelT & T 31T dehtFoll & STUTT gl 3ceat gl &,
TTY &Y ATY TR oY THTIT T HT HROT $7 |

U TRAVSTAT TeereT TFRAT 1 o19] HTaT

Aol TRATSTAT TIROT T ol ishaT Sl e g1 I &9 &, 3119 veh
IRATSAT eI UiohaT [ah 8 T Gohd &, U T 18eahIuT oIl Todeh TR TSI
o FHW TROT T Felh TOM H ST g1 YB3 H TIST LT3 I TATAT
Fch, TcAeh &1 &l Y& &I SATAdT ¢ Toh 37 aadTe 31T 3o & At r ha
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Fgell

Fafl-ll Toq Agcauul WA Tod W g & ey dAt F
3eHd & 1Y, gfedm o H Sifed H{ﬂdlsﬁﬁwaﬂﬁ@,wm
& gl 38 Ageaqul g1 39 iR MUt JF & &g JAR 1 eAsar
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Y 3eTehiolc Il ol Ush A Hishal FUR faaR &I gRemT &
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Ifg & SAER &1 W €, aF akad # 57 gl A g fraeh &Y d&
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Unit - 5
Schedule service appointments

qaT ITseHe ATTA FX

Learning objective :-

. ® Outline the technical specifications of OEM vehicles and their variants
with their respective service schedules

OEM aTg=1 31 3T HEFIUIT & dahetieh) AfEe ) 3a7& gfa Qar
AT & WY [WIfhed FY

. ® Explain the process of extracting vehicle data from Dealer Management
System (DMS)

ST YT YOTTelT (STHTH) ¥ qTgA 32T [AhTeret T Tishar FT sarear Y

e Summarise the training modules and scripts as specified by OEM for
telemarketing activities.

Teltarhier arfafaftrat & faw oem garT A fése aitrator atsger 3t Rwce
FY HaTT H T F

¢ Describe the importance of following standard calling scripts while
scheduling service and briefing about the offers

Far A5 3R TR F TR A A1 I T 7S FifaT Fhe
qTelel FXe & HEed T JoTeT HY

. ® Recall various ways of ensuring maximum customer engagement and
customer retention

siftrFaw amgs wIn$ 3 e iR gRARed w3 & AT sl #t
qg X
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¢ Describe the utility of Customer Relationship Management (CRM) software
used at OEM/Dealer.

OEM / ST 9T 3YANTT fFT STt 9Tt ATgF e YaeIeT (CRM) ATFEIAT Y
ITAAET FT goiT FX|

¢ Discuss standard operating procedures pertaining to dealership w.r.t.
telemarketing, after-sales process, customer experience and satisfaction

NRRAT T ST ATAF FATelT ITHATHT 9T T9T FY w.r.t. telemarketing,
farsht & @, it afsha, amee 3regera 3 wqfe

Outline the technical specifications of OEM vehicles and their
variants with their respective service schedules

OEM stands for Original Equipment Manufacturer. The OEM is the original
producer of a vehicle's components, and so OEM car parts are identical to the
parts used in producing a vehicle. Aftermarket parts are produced by other
vendors and do not necessarily have a consistent level of quality or
compatibility with the vehicle.

Understanding OEM

Consumers replacing damaged vehicle components may choose to purchase
OEM parts in order to ensure replacement parts are fully compatible with the
vehicle and produced at the same quality standards. As the original suppliers of
a vehicle's components, OEMs often have their products sold by branded car
dealerships and available for order through the automaker directly. OEM
products are endorsed by the automaker and are often significantly more
expensive than aftermarket parts. OEM products and aftermarket products
both have distinct benefits and disadvantages for the customer. In the future,
new technologies such as 3D printing may transform OEM supply chains and
improve competitiveness.

The OEM Market

OEM parts are usually guaranteed by the automaker to be compatible with the
vehicle; installation of the parts may also be guaranteed in some cases.
Aftermarket parts may or may not be compatible and many vendors do not
certify compatibility. A broad range of companies produces aftermarket parts
at many different price points, which allows for a wide range of choices but can
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also make for a confusing experience. OEM parts usually only offer one or two
options for consumers, making the experience of replacing parts rather less
complicated.

Value-Added Resale

An OEM is different from a value-added reseller (VAR), which is a company
that purchases the original or component product from the OEM and then
adds to its value by adding features or services to the product, or by
incorporating it into a larger product, before finally reselling it, most commonly
to end-users.

OEM dTg=T 3T 373 HEHIUN & dhsdleh! AT Y I7% e Td
AT AT F AT [WIoheT FX

OEM T T AATH Original Equipment Manufacturer %I OEM U dTgel o gcohi
T el THATAT §, 3R SHTIT OEM R HT91T Teh dTgeT o 3cUTae] H 3UANT fohT
STTeY aTel HT3M o AT & | Aftermarket mmﬁmﬁaﬁmmw
T8 © 3R ST F1ET foh J0Tar AT aTgeT o AT HTTAT T Ueh FHT T &.

OEM &Y HHSTT

&ITIE ATgeT Tcehl I Seelal dTel SUHIFAT Tg GA T Fel o [T OEm
HII Y TRIEA T Tdehed Iof Tehdl g Tob FTTEATIT 19T ATg & HTY T &
8 HIT & 3R Teh &1 I0TaT HleTehl IR cdTied & | Ueh dTgeT o Teehl & el
IMYFiehdT3il & §9 H, JNSTH o ITH 3 188 SR STeR AT GaRT 8 STl
dTel s 3cUTGT Sl SAT ST & 3R EY JTSIAS o ATCTH H 37T & fow
39T g1 & | OEM 3cUTGT &l TSR gaRT TATA forar Srar & 31k
3TFER TFETATRC TN ShT Jefall H hIhT 3Teeh HEIMglare| OEM 3cural
3R aftermarket 3cdTal il aMEeh & T 3rerr @TeT 3R AT &
wigsy &, 3 & Wfear st 78 dicfaferar OEM il H@en3it @l
deol Feholl § 3R gfaeae’ & uR T Fahcl B

OEM dTsIR
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OEM HTITT 3THIN X aTEsT TTHTAT GaRT dTgsT o HIY HITT gt hT aTRET &
GI'IT-ﬁ%L; Wﬁ?@ﬂﬂﬁi@mﬁmamm% Aftermarket
TN HITT &Y HehdlT & AT R 81 ToheT & 3R S fashar3it Geraar wAforT 18t
I © | YT I Teh TAETT ST s IHelaT-37009T Hed fg3it |
3MFETHTE I T STt Il 8, S faehodl Sl Teh faEdd H@elr & faw
3TTHTAY &t & olfeheT Teh TR 316787 o TelT & &1 Heell B

Hed aftid qafasa

Tsh OEM Ueh #Hed aftid qaAfdashal (VAR) & 37efeT &, ST Teh CHT el
g St OEM & Hol 71 "esh 3culg Tlied! & 3R e 3cure & giaensit
IT [AT3AT I SASHL, AT 39 Th &5 3cUlG H QAMHAT Ieh, IdH 38
¥ 997 § Ugel, MHAAN T HI-3YANTHAT & T 386 Hed #H s
gl

Explain the process of extracting vehicle data from Dealer Management
System (DMS)

The automotive industry takes in a lot of information for each transaction.
Organizing and keeping this data is critical for any car dealership. Dealers rely
on the vehicle dealership management system (DMS) to best serve and market
to their customers.

A DMS is a cloud-based, single platform that dealers use for inventory
management, car sales, customer information, credit reports, and printing
paperwork. Dealer management software solutions allow dealers to manage
their entire business in real-time from a single login platform.

A DMS is the control center for the entire dealership. These systems walk the
customer’s information from lead generation through the sales process and
then on to the service department.

The information found in a DMS reveals every single time a client visited the
dealership to spend money. You can filter clients out by the type of service
work they ordered, parts they bought, vehicles they purchased, and many
other ways. For example, say you wanted to look at repair orders for
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everybody who spent over a thousand dollars in customer pay labor. You can
extract this data from the DMS.These come standard with most systems.

On the service drive, there are systems today that scan the VIN. It is one of the
most foolproof methods for the service department. But you still need to
review all the other information with the customer to be sure they don’t have
two separate accounts in your system.

R TG Yool (TATH) W 18T 3T fAFTerer oY Ufeh AT Y caredar

AT 3¢TNT Icd& olslesd & folw Tgd TR PR oIl &1 39
ST &1 SFATEYT il AR T@aT fohdll 8 SR SeRRAT & foIv Ageaqor

g1 3o’ 379 IR I Ja& TS JaT 3N IR & fAIT ageT SeRAg
Yt Yool (STATE) G HAAT &

Sedel UeYe, X f9hl, Agh ST, shise RAE 3w BT Iwas
& foT ad g1 TR JaUd TIFCdIX TATHTA SeRT PN Th & alfelel
CACHIA O aEdideh AT H IS R STHT AT Tt Hlel i AeTATd
Ol

T STATH X SeRAT & v FgFor F g1 3 vonferar fSshr gfsar
& ATH T oI5 ST F IgHh T SIHRT I Tolal & AR R Far
faamT W gerdr €

TATE H Aol FFeRY @ 9dT Ioddl § & & 9- 9 s A 49
T el & AU SeRRAT &1 GRT A1 81 39 Tgenl &l 3T GaR’T
3TE U 910 Ja1 M & TFR, 3eToh @R’ BIIG 0 FEdl, 3e7oh ganr
GG T aiger IR FF 3T dle F e FX THhd &1 a0 &
foT, g 5 39 39 T & ol FEAT & 32 HF S@AT dlBd A
fSgiet AMEF aded 47 H TH IR SleR d ’¥d @I fFw A 319
DMS & 3& 3cT &l ol ohd &l A FT™eprer gonfedl & @ Ads
T g
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JqaT 389 W, 3o 0 BTed § ST VIN & Thed X g1 Ig Jar Femr
¥ fa wed FEarqet A § v §1 AR uE anh o A &
Y g FT STThrl hT GHGT &l I 3aeTehal § dileh Ig
gARad fohar o7 d & s BFed & 3 T 2T Jrel9T-3releT Td
el gl

Summarise the training modules and scripts as specified by OEM
for telemarketing activities.

Understand Your Product/Service and Create A Marketing Plan
Build a Powerful Introduction

Seek Permission for their Time, But Intelligently

State the Point of Reference

Draft Clear-cut and Precise Questions

Establish your Products/Services Need

Recapitulate to Further Push Your Products/Services
Set Your Limits

. Prepare for A Convincing Call Closure

10 Request for An Appropriate Call for Action/ Follow Up
11.Keep Enough Space for Improvisation
12.Accommodate Changes in Your Telemarketing Scripts

WO N A WNPE

el feer arfafaferat & fare oem garr fafése wiraror Atsger
3 f&Fee Y 98T & g F

1. 3191 3c9TE, / BT T GHST 31X Teh QYU AT 910
2. Teh fFaTel 9RTT & faATor

3. 39 GHY o [T 3TAT of, Afehet JefaaATE &

4. Hed foig aamsv

5. 3T%C [FerT-she 3R T U

6. 379aT 3cATGT / HAT3AT T ATaRIRAT TATAT HL

7. 3191 3cUTGT / AT T 3T T6T o TlT Gerrg i ol
8. 3T9=iT HIATT TR T Y

9. Uh 31 il 8¢ el o [T IR FY
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10. HRATS & [T Ueh 3UYeF hiel o fIT 3eq0er/
11. 3R o feIT qiTee 118 T8
12. 3791 EATATRTET FEshte & uRade FANTAT ¢

Describe the importance of following standard calling scripts while
scheduling service and briefing about the offers

Importantly, using a sales script helps to decrease stress while cold calling and
meeting with prospects. Stress will result from entering a situation unprepared
and not knowing what to do. When facing tough resistance and objections
from prospects, the stress is increased as well.

AT AT 3 HATHT F R F BT FIT T ATAF Fifoior
fEHTC &1 YTl A & HEcd T g HY

HECAYUT §9 U, Teh [S1shT [EhTe &hT 3UANT et U 38 hifelel 3 FHTEA
TTY S&F HId AT dI1d Sl hH Hl H FACE (AT § | deld Uas 0T feufa
H I3 et b TRUTHATITERT GIIT ST AR AeT & 3R TG AGT ST foh T
AT & | FHTTATHT A hideT faRrer 3R 3Rt 1 AT i FA, Tl
AT 9 ST |

Recall various ways of ensuring maximum customer engagement
and customer retention

Customer retention is the collection of activities a business uses to increase the
number of repeat customers and to increase the profitability of each existing
customer.

Customer retention strategies enable you to both provide and extract more
value from your existing customer base. You want to ensure the customers you
worked so hard to acquire stay with you, have a great customer experience,
and continue to get value from your products.
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sftrFan ares @ IR e vfauror gafRaa F@ & Afes
d& Fr AIg A

g ITAUROT 37 TATATEAT AT HaIE § Si Ueh STIATY GIgIq SiTed el
ITgeh hl HEIT TGTeT 3T Tcdeh AlSIET ATgeh T ATHICAT & de1 & ToIT
3UT AT g |

Tgeh TTTUROT IO 3T9eh! 319 HIS[ET ATgeh 3MUR § 38 Hod
ve&TeT &t AR ToehToret leit H FaTa S=ilell & | 379 Ig G T el urgd &
for TSI IITEehT T 31T 379<) AT 18T & foIT ST AgaAd T 8, 37 U1 Teh
ITACR TG IHe1e7d 8, 31X 3191 STl & Hed Toel il TR T |

Describe the utility of Customer Relationship Management (CRM)
software used at OEM/Dealer.

CRM is a category of software solutions that spans different customer
management systems—such as sales, service, and marketing—and allows
them to work together. It streamlines your business processes and connects
customer data to help you build relationships, increase productivity, and
improve customer engagement.

After you’ve done a little research, you’ll have a good idea what your
customers are looking for as well as the tools you should provide to your
agents to help them do their jobs better.

Deploy a CRM solution that works to your requirements. Corporate
environment CRM solutions manage customer communications for a variety of
purposes, including warranty recall, product promotion, and service retention
marketing. Sourced from data integration of disparate sources, a variety of
tools allow the OEM to segment and analyse their prospect and customer data
on demand.

OEM options include a data-integrated dealership CRM which works in
lockstep with dealership DMS systems. This solution feeds dealers’ customers,
vehicle sales, service and parts information back to the OEM — data which is
then available for marketing and reporting. Comprehensive reporting tools
mean customised reports can be generated on demand, to suit all
requirements of brand management.
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Solutions for dealer groups ensure consistent brand management.

Fully featured CRM tools for dealer groups’ head office environment,
including overview of multi-channel customer journeys. Manage
clear, consistent communications to all customers of the dealer
group, regardless of individual dealership. The CRM tools allow for
tactical message rollout and reporting back to head office, to
segment and analyse prospect and customer data on demand.
Ensure brand consistency through standardisation of campaigns and

schedules for all customers across the dealer group.
For dealerships: the information you need, when you need it.

Work with OEMs and dealer groups, no matter their DMS and lead
distribution programs. The multifunctional, intuitive dealdership
solution provides dealership information on customers, vehicle sales,
service and parts information - data then made available for
marketing and reporting purposes as required. Smart and easy-to-
use contact centre modules mean seamless integration with existing
systems, and ensure the highest quality customer service is
maintained.

OEM / Yo I 3YIT fhT ST aret ATEH WA Y (CRM)
ATFEAIT Y 3TNTAET FT ot F|

CRM HTIFCaIR GHTTAT St Tah AufY § ST fafdeet amges geaers yonforat st
farshY, AT 3R TaquTe shY thellell 8- 31X 3¢ Teh ATY 1A el T AT it
€| TG TIh! SATAATTAh TTshATIT hl AU il § R ATgeh STl
Faldre AT & difeh 19 N2 FaTel, IcUTGhdT dgTel 3R ATgeh TEHATIT H
FUR A H Heg L Teh |

VST AT et o dTG,, 37Tk T Ueh 31TaT faaR 8191 foh 319k IImgeh a1
Tt 3¢ § 3R T &1 37 3Uaol ot 8T Y 3TIhT 31961 USiet bl UGl et 3
HeE FT AT difeh 3¢ VAT HIH gk HT H HAce Ao ol

TR HTTIR AT o oI IR AT § ST CRM AT IRTIANTSTT |
SIYIRT ATATAIUT CRM FHTHTST IRET Rebidl, 3cUTE TaR 3R AT GERoT
fauurer afga faffieet 3eg2at & forw Imgs R &1 yeers akd & | 3Ta#TT
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It o ST ThIIoT F AR TohdT 3T, TATHeeT YehR o 3THIUT OEM T HTIT
TR 3791 THTTAT 3R ATgeh ST I HITHT 3R ALAT0T HTed i rgAfT S 8
OEM fashedl # Ueh SeT-Uhiehel SIeRTAT CRM QTTA & ST SToR 1T SiuaATH
FEEcH & AT ATRECT H HIH FAT ¢ | Tg FATHTT ST o ATgeh, ATgeT
fSrshT, AaT 3R $9TT Y SATThRT Sl OEM TR aT9H Hhis hiclT & - 3T il e
faqoret 3R Raifear & forT 3qersts gidm & | sarder Raifear Tt i Acele § foh
SIS Tetiel 1 H ITaRTAATIN o 3TeTET HIIT W 3fefehioldd RUIE Sctet T
STASAT B |

Yo WG F TAT HATUTA AR F7S Tau= ARG F:I 81

STeR THE! & HET Aol o aTdTaRoT & fat [t og & Rfya dsmes
39T, fSTEa Sg-eTel ATgeh ATATIHT &1 Jdeitehst AMTA &1 Sl THE
e Mg R o Tl TUSE, JHITT HAR G Y, 870 8T T TFdTed ST
T TXdTg fohT T9AT| CRM 39a0T HTA T HERr A3 3 TeTeT SrdTerd
ol aTd RIS it &l ITATA S &, AT I HHTAT 3R Mg eh ST
faanfara 3R faeawor svtet & forv| Sto’ &g & Tl amgent & forw 31fAam=t
3R T & HIGTehTehIuT & HATEIH § 513 [T G e |

AT & fAT: 3T [T ATTFRY Y ITaeTFdT g1l §, T ITIH SHHY
ITIRIFHAT gl 81

OEM 3R 3ol TG o HIY hTH &, s Beh o161 ST [eh Ieleh SITATH 3
CIEACREGKCIRE T Multifunctional, Hgol ATdd gord dealdership HHTHTT
ITEh!, aTgeT <Y TshT, AaT 3 HEI S FATTRRT T SR AT SATThRT YT
AT & - 3T ar fauoTe 3R RAfEeT 3egedt & forw 3maede & &9 H 3uclsy
AT, . TATE 3R 3TART H THTT HUH shg AT I AT Aloal FOTTera!
o AT TASTET TehTehtoT &, 3R Ig G el & foh ITRTH 0T aTel!
I VT IATT QT SATT|

Discuss standard operating procedures pertaining to dealership
w.r.t. telemarketing, after-sales process, customer experience and
satisfaction
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Customer experience is an evolving standard and measuring customer
satisfaction takes more than just recording revenue growth or additional
inventory. Since the customer experience is so multidimensional, it is only
logical that it would require bench-marking from different angles to get a
comprehensive picture of it.

There is a term that is often used in marketing. It is a measure of how products
and services are supplied by a company or meet the expectation of customers.
Customer satisfaction indicates the fulfillment that customers derive from
doing business with a firm. In other words, it is how happy it is for customers
to be with their transactions with the company and the overall experience.

NoRAT ¥ Faf&T AT FATereT UihAT3M 9¥ TaT HY wr.t.
telemarketing, farshY & a1e Y wfshT, WWWW

Mg 3187 Teh AR AT AT § 3R IATghT T AISC &l AT I 31fSh
S ToTEd gef AT AR I RBITSIT T § | Z[feh IATgeh HeTeTd Sclall
SE3mATHT g, ST Ig hddl dlicheh g Toh SHhT Teh SATTeh JEAIR I e
& foT 3@ RAfAea FIUT T FT-37T T 3TITTSHT 19|

Teh UHT 21eG; ¢ Tordent 31re faquTet 31 39NeT fomam SiTaT 81 I8 Ueh 39T §
fo ForeiT huett GaRT Seurar 3R Aar3it & 3mqfct @ & STl § AT agen
3TO&TT T YT hIclT & | ATGeh! hl HITSE 38 Yfct ol ST el g ST AMgeh Teh
e & HIY STIR el I ITCT I & | GAR sl H, Ig ATgehl ! el

ATY 3efeh olelced 3 FHIY 3ToTd F Fohcal U &

Demonstrate how to use Dealer Management System (DMS) for
extraction of vehicle data with customer contact details.

e id oY o AT T fAaI0T & 1Y aIg 32T & fAshyor & faw
S TG TOITeY (STTHTH) T 3T Hd Y
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Unit—6
carry out post service activities
AT o TS hT TTATITRAT Rt TH AT

Learning objective :-

e List various parameters to review the post service data such as repairs done
on customer’s demand, etc.

e |aT 32T i THlET FX F fore Rfees Arogst # gEegu FT A F
ATEF Y AT W Y 7€ 7F=AT, e

¢ Explain the importance of making post service call and updating
customer’s feedback as per OEM specified format

giee RaT Fie Fa AR OEM fafése yrea & TR amee i wfafsrar a1
UST FIA & Hged I TASIC

e List the different platforms to check customer feedback such as instant
feedback card (IFC), email, social media, etc

e T Y ST et & fore et corewmit ) geftaey F¢ 3
cafRd afafar #13 (3rduwd)), $A, wrerer Afz, anfe

. ® Discuss the procedure to report customer’s issues/complaints, seek
resolution plan and process concern closure

ATE F Aeal / Pl hr Raté w3at & faw gftvar 9 a=t &, gamurer
IIIT Y Felrer F 3 Rar 9 FF frafrar

¢ Discuss the importance of collecting customer satisfaction note after
resolution

HHET & q1G ATEF HJTSC ANC THA FIA & Heed I 9T 3
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e Summarise the follow up and escalation procedure for open concerns as
specified by OEM

OEM ZERT fafése & v 7 el fRiamsit & forw sregadt silv verarersr wftean
ARIfAT HI
. ® Discuss the computer skills required at workplace.

HRIEY Sl YT TR eh HTPN hieMel T =T |

List various parameters to review the post service data such as
repairs done on customer’s demand, etc.

Customer Satisfaction Score (CSAT)

CSAT score is the most popular and straightforward way to measure customer
satisfaction. It’s a metric that measures sentiment towards your product,
service or a specific interaction. To measure CSAT, you’ll ask a simple question,
such as: On a scale of 1-5, how satisfied are you with your recent
purchase/support interaction/service? You’ll want to carefully review the
interactions for people who responded with low scores to analyze what went
wrong to update procedures and responses or conduct additional agent
training.

Customer Effort Score (CES)

Minimizing disruption in a person’s life and requiring minimal effort on their
part are the cornerstones of good customer service. CES measures how much
effort your customer had to put in to resolving a particular issue or answering a
specific question. CES depends on a myriad of factors including time spent,
total back-and-forth interactions, and the number of times a person has to
reach out.

To determine CES, you’ll ask your customers, On a scale from “Very Easy” to
“Very Difficult”, how was your experience? If you find that you have a low CES
score, identify how to remove obstacles and friction.

Employee Satisfaction Score (ESAT)

Customer service has one of the highest attrition rates of any industry.
Measuring employee satisfaction with their job, processes and team can alert
you to any issues or attrition risks, and as a result retain your agents (and keep
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recruiting, training and onboarding costs at bay). Take frequent employee
surveys, have 1-on-1 check-ins and encourage open communication to
understand your employee satisfaction.

qiee dar ST iy FHeT F3t & forw faffies Ardst w gatagy #¥
S for g Y AT 9T Y 1 ATFA, AT

ATEF HJ TS THR (CSAT)

CSAT Eh ITgeh HSC T HATe hT T elieh 0T 3R Hrem el &1 I8 Ueh
e § 3 39 3cUte, T AT T A STa=ha & 9fa ST & ATgar g1
HIAT Sl AT & fT, 37T Ueh ATIROT JT IS5, 31 1-5 & YA 9T, 39
3791 gTferar Wlie / AL ST / QaT § fohcda Tfse 872 319 3 o9l o
forw Sedererst T Aratireiiydes FHET YT UTgd! fegiel e TR &A1Y
m%m,wﬁ%ﬁwwﬁé:ﬁcﬁswwgmmaﬁ 3R
SfAfsham3it &l 3eTdsT &Y a1 HfARed Tole JIRAGTUT &7 HATeeT Hl

ATEH TITH T (CES)

fereiY caferct o Sitaet H ATl &l shel AT 3R ITehl IR H 7T TATH
T I hdT 3T ATgeh JaT T ITURTAST § | TSTH AT & fom 3maeh
Tgeh o fohall TaRIY Hee Y gt hiat AT ol fafRrse ueat o1 3eX et & faw
fora=TT TaTE HTaT 9ST| D50 30T PR R FIR Fear g oad @ fFe
9T FHY, Fool ITI-ANS ST, ﬁmwﬁaﬁqguﬁ I g AT
gl

MeTd i AR el & TIT, 37T 39 Irgeht | IS, "g el A" &
"SE FReReT" Teh oh AT TR, ITIRT T3 SHaT TgT? TG 3T A1 & foh
39 9T & HISTH TR &, ol Tgeled fob STET3HT 3R €90 1 Hhdt g fehar
ST |

FHAR! HITSE TR (ESAT)
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ITgh HaT H HET Y 3T T ITTTH TIERIT a3 # 4 Teh g | 31911 Alehd,
STTRRT3HT 31 19T 5 ey dRaaT A T P AT & TR Rl 3 e
a7 ufeersT SfQHET & forw gas Far o1 gerar €, 3R aRumaTaw 319
Toiel Y IoITT TW Fohd & (3R @rar 7 7, ufRrator 3R 3t fEer arera t@a
£) | SRITAR AR JI&TUT of, 1-31Te1-1 Teh-3oT Y 3R 319 FHaART Hr
TS I HSTA & fIT Gel HAR T FcdTRT H|

Explain the importance of making post service call and updating
customer’s feedback as per OEM specified format

Customer feedback is important because it serves as a guiding resource for the
growth of your company. Don’t you want to know what you’re getting right —
and wrong — as a business in the eyes of your customers?

Within the good and the bad, you can find gems that make it easier to adjust
and adapt the customer experience over time. In short, feedback is the way to
keep your community at the heart of everything you do.

IR Qa1 Fiel 4 I 0EM fAfése TeT & TR e
gfafshar # 3rT3e FA & Agca ! GAST|

Mgk TTAThAT AGcdqUT & FiTeh TG 3TehT Sheil oh [dehrd & ToIT Teh
ATNCAS T & TG H 1Y AT & | FIT 3T T AT Tal A8 & [oh 3T
3791 ATEh ehl 7ol A Teh SATATT o T H T Tl 3R Tl Ired i I8 82

3T HR X & I, T TH I U1 Thd © ST TH o A1 ATgh eT87d I
FAITST AT AR 3Tk el AT AT FiTd & | HaIT H, Fiafshar 3mdeh
FHCT I 3HT4eh SaRT T STt dTell &Y el o feel & Tt 1 AT &

List the different platforms to check customer feedback such as
instant feedback card (IFC), email, social media, etc

Voice of the Customer (VoC) tools

Voice of the Customer (VoC) tools are a top priority among online companies,
as these customer feedback tools have become a critical element in customer
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experience initiatives. These customer feedback tools make it easy for visitors
to communicate about their customer experience directly and help avoid
interrupting the online journey. They are also great for collecting ‘in-the-
moment’ feedback. Ready to get your voice of the customer program started?
Try one of these tools.

Community Feedback

Also referred to as online forums, community feedback is a type of customer
feedback tool that is collected via your website or mobile app and published
either in your community or on a public forum. Visitors are usually able to
comment on feedback that has been published which often turn into
discussions. They can also provide suggestions or notify you of problems
they’re experiencing on your website. Thanks to their transparency and social
effect, these tools have become quite popular in recent years.

Visual Feedback Tools

Looking to capture more visual input regarding your website performance?
Then perhaps a visual feedback tool is something you should consider. These
customer feedback tools work in many different ways. Some provide the
option submit a screenshot while others involve virtual sticky notes that
highlight certain elements on the page such as text, images or buttons. While
these provide a lot of support in terms of design (where are all my web
designers out there?) they are somewhat basic in terms of extracting deep
customer experience insights.

User Testing Tools

User Testing Tools, on ther other hand, involve all aspects of user interaction —
whether that is with your company, products and/or services. For many
businesses, supplying a good user experience is only achievable by making use
of user testing tools. These kinds of customer feedback tools do a great job of
measuring these interactions for the user. However, these insights are limited
to the amount of pageviews users are allotted and they also often lack in the
analysis and action management area.

g yfaferar i s # & fov Affes caewm! # getaqy
H{ o fr caRa yfafrar +12 (3rduwd), A, arere Afa,
anfe
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ATgh Y ATaTeT (A130HY) ITHIoT

I 3T & AT (A3 T HTeAelssT Hufaidl & o Ueh gafed
TrAfASRAT &, FhIfh A AMgh TTATHIT IURIT ATgeh I3 IgeT H Ueh
HEcaUT cled 91 aTT & | A IATgeh Tl TshdAT 30T HTITehT o ol Fer 37y
ATEeh 3T & IR & HATE, AT T Tl & 3 3TeTellST AT T ST
A O I H A Pl o a'ﬁ-a-W'Qﬁﬁmmmﬁ%%maﬁagﬁ
31T 8 | ATEeh hIsh T ITaAT JHTATST YE el o [T IR 82

TS Fiafear

3fTeTelTgeT IR o §q H 8 STTAT ST &, T D FfAThIT Teh TehR I
g FiAfohar 3UHoT § ST 3T9hr dedTSe AT AT U9 & ATETH § Tha
feram ST & 31 AT &Y 319 FHGTT H AT Aol foteh H G T Bl & |
33T AR TR JehTTRI glet aTelt Fidfohar 9X feoqoft izet # FetA gld &
ST 3FER T H 96T STl § | I F1a 9T TaTeT &< Hehel § AT 3ATIhT 31ThT
JIHTST TR ST T ST LT TATITHT & TR H FAT R Thd & | 3T

qRE AT 3R Ao usta & T eegare, , A 3UHT gTel & ast & Sy
AROT g T g |

T yfafshar 3gsvor

379N ATHTSE o YeeT o aR A feh T2 FeTe HTaR AT UT8d 82 fhe
I, Teh T AIATHAT 3TRIUT Fes UAT & T IR 31MaehT faaR eatr anf e
q g h FATHAT STRIUT g elaT-3elaT cRIhT & HTH I & | S [dhey
UGTeT cl & Ueh ThIARlc HEfHT I & STefh g H THHT R faar siieq
MR g1 & ST 56 T FS cedl oI TS, SIAAT AT I I 3R FA & |
ST feh 3 f3Stget & HIHe H g TALT Jald A & (A Faft I F3msaR
HEI&?)| T G Ageh 3eIerd A oe APrelel & AHS H FT g
g g
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3YRTHAT LI8TOT IYHIOT

Gl 3R, IYANITHAT GETOT 3UhITT, SUANIThcll SEXrereT & Haf Tgef3it 1
AMTAST A & - IR g 3Ty Shuell, Ieuret 31 / 1 Qansit & U g | s
TGN & AT, Ueh 30T 3UANTHAT HTHT TGTeT T Shdel ITANIThell
T&TOT 3YhIUT hl 3T dhich YTt el 19 ¢ | 3T ThR & ATgh

i TohaT 3UUT 3UARTHAT & ToIT ST STLFAT T HATT T Teh §3T hIH
A B Blelieh, T HAEE SUARTRAINT I HEied fhu T dsrey dr
AT a6 WfAT § 3R 3997 3R fagevor 3R sRas geua a7 &
#Y AT gl g

Discuss the procedure to report customer’s issues/complaints,
seek resolution plan and process concern closure

Dig deeper by asking the right questions

Complaints — even angry ones — can contain insights, and it’s your job to seek
out the point of friction. Socratic questioning can help you get to the source of
the issue.

Ask your customer questions like:

What do you mean by...?

Could you provide an example?

Could you expand on that point further?
And ask yourself questions like:

What other information do | need?
What am | assuming here?
Why is this complaint important?

Identify the type of customer you're dealing

A study from the University of Florida found that when dealing with customer
complaints, you may run into one of the following types of customers, each
"motivated by different beliefs, attitudes, and needs":

Customers who aren't shy about letting you know they're upset. When
responding, avoid mirroring their confrontational behavior; instead, react with
firm politeness.

119




Customers who pay well and demand premium support for it. When
responding, avoid excuses and just get to the solution. Consider creating a VIP
folder and workflow to make it easy to identify and respond to their
complaints.

Customers who contact you frequently. Stay patient and avoid coming across
as frustrated when responding to these customers. When satisfied, they often
become repeat customers and advocates for your company.

Respond to the customer quickly

When it comes to unhappy customers, a speedy response goes from being a
nice-to-have to a necessity. Complaints are best resolved as soon as possible.
A customer leaving a feature request won’t mind at all if it takes you a day to
respond, but customers who are in a “pulling my hair out” situation want a
resolution yesterday. Make responding to them a priority.

Present a solution, and verify that the problem is solved

After you've identified the root cause of the customer's complaint, found a
solution, and sent that solution to the customer, it's important to verify that
the solution you proposed actually solved the problem. There are a couple of
ways to do this:

If you can't verify that the solution is working, add this line to the end of your
communication: "Please let me know if there's anything else | can do for you.
I'm happy to help!"

Log the complaint so you can track trends

If you've gotten one complaint from one customer about one specific issue
over the last 10 years, that issue might not be worth addressing. But if you're
getting multiple messages from multiple customers who all shared the same
complaint, that's the beginning of a narrative.

e & Acal / FrFral #1 R 73 & vy wa=i K,
AT FTSTAT Y Telrer FY AR AT 95 F1 AT afpar w3

HE AT [EHT T Ger§ W
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fRIerrarct - IgT ek foh ARTST ST - 37 IS &Y Fehcll &, 3R avoT & foig hr
TEITRI SY=AT HTIHT HIH & | Hishieh TSI 3TTH! $H Heg o HNd o Tgd=l
H AGE F Fohcll 5|

379 Mgk { U TR I o1

9T FAT AT &...7

T 31T TUeh 3CTEL0T UeTel & Hehd &2
T 31T 39 foig R 31T AT} T Hehd &7
3R 39T 379 & Farel IS 18

HT 3N et Al SATADRT =MT?
H IgT T AT &1 g"?

Ig RIS FT HgcaquT 82

3 ARH & TR T 984T L O T T FHA TR E

Fell kT faRafacaTery & Ueh 3readel & Ut a7 o Irgehl I RISRIE &
e & g, 39 [AFATATET Yo & Mgl H @ Teh H HIIT of Hehdl g,
Scdeh "faffest AIAT3, Tieeahvl 3R el & aRa™:

S IATE YT TG TdTl & S H ATHET T81 6 1o d IWRATA & | STaTd & IHT,
3oTch TG oh STdgR Sl TAR el 8 o, 3% J11, TG TAAHdT o 1Y
BIGIERICTY

ATEeh i 3T TG A 3T i & AR 58 ToIT NATH FHLeT 1 AT
A g | STATd & A, S8l § §d R a8 AT I ATV | 3AhT FAhrIat
I 9gdTeT Pl 3 3eTohT STATE ST THT Sodle] & Tl TUeh dI3TSUT BlesT
3R IHFAT T W AR HY |
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AEH P Tl T STda S

ST T TG AT ST T &, Y Teh ca R ITATShAT Ueh 3MaeTehclT & fT
Ueh 3TT-T-37T 8l O ST ¢ | TRASRTIAl &l STog, & STeg, GHATHTS fohar
AT |

Teh AT 3 DS aTell ATgeh Tooepel #Y ST ST AT Al I STarey
el 7 U feaT oIerar &, oAfeheT S IITgeh AR SToll oY a8 g i FRafa #
J &ol Ueh TohoU AR & | 356 oTdTd &at T TAfASar &|

IMEh SIT 3TIY 37FAR T I ¢ | S T 3R o7 Aghi I TS & TAT

fARTr 81t & S | HSE Blel TR, I AT 3TIhT =T & FoIT 2Terd arel
gk 3R Ffgerar 99 I1a

TF FATUT T&gd F, IR aeafia & F aaearga g a5

TG eh T RIS & FoT HRUT T TgTe] Shlel o F1G, Teh HATETT THell, 3R
Tgeh ol 3H AT I AT, g HcATI AT HEea ol & T 3eh GaRT
T HATETT AR 3 THEAT T §ol AT ¢ | VAT el oh e oo o

Tfe 3T T T STET X Thdl & b THTUTST I X TET 8, Y 37 T
Y YT AR o 37T 7 SIS "HIAT A TAC fh F37T $& R & S A 379
T T ol §'| H A a:ﬁ»rtrzgrerg“’!

RIPTIT dATeT 3T FY TP T TSATAT Y & FT Tk
e 3TehT [ASel 10 ANt # Teh fATAISE Heg & TN H Teh Mg § Teh R
fAeT &, Y 98 T HRITd el AN AET g1 HohlT § | olfehet 31T IR

ATl T s T2l fAT I &, TSgie T3ft e &) Rerag arsm A g, Y I8 U
HUT T YEITA B |

Discuss the importance of collecting customer satisfaction note
after resolution

122




1. Customer feedback gives you data that helps taking business decisions

There is no place for business decisions based on loose guesses on a highly
competitive market. Successful business owners gather and manage distinct
kind of data that helps them develop future strategies. Only in this way they
are able to adjust their products and services to perfectly fit customer needs.

2. Customer feedback is a reliable source for information to other consumers

In the times of social media, consumers do not trust commercials or expert
advice so much. Opinions provided by other customers who have already used
a product or service are more reliable source for information these days. When
you look for an accommodation in a city you visit or you want to find a nice
new restaurant to have dinner with friends you read reviews beforehand.
When you want to buy new shoes you ask for opinion on Facebook or go to a
trustworthy blog to read a review. Many companies today incorporate review
system in their services and products. Think of Uber, or AirBnb. They all do
their best to ensure that poor service will be detected and excluded from their
business.

3. Customer feedback helps to improve customer retention

A satisfied customer will stay with you. An unhappy customer will eventually
find a better alternative to your business and leave. Customer feedback
benefits are significant. It helps you determine if your clients are satisfied with
your service and detect areas where you should improve. Thanks to asking for
opinions regularly you can always keep a finger on the pulse. Each time a
dissatisfied customer expresses his disappointment you can immediately react
and find a solution to fix an issue. This is a perfect moment to win a client back
and even increase his level of loyalty. In many cases, an unhappy customer
who encountered a problem with your service, but you got it fixed
straightaway demonstrates bigger devotion to your brand that a customer who
has never been disappointed with your service.

4. Customer feedback helps you create the best customer experience

Today’s marketing is heavily based on experiences people have with products,
services, and brands. They do not buy Apple products just because they are
good. They want to demonstrate their status and affiliation to a particular
group. They do not buy Nike clothes because they are durable. They buy
courage to extend their boundaries. Therefore, if you focus on providing the
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best customer experience at every touchpoint clients will stay loyal to your
brand. And naturally, the most effective way to give them an amazing
experience is asking them what they like about your service and what should
be improved.

HHET F d1G UGS W CC AlC THA HIaA & Hged T TATHY
1. g wiafrar gt 3e1 &t § Y carawRs fAvky 9 & A At @

37Tt YT STTR O Erel 31eTATeAT oh 3R W SITaaTAe =0Tt &
T IS S8 8T & | TP ST & Aol 3Tl3T-37619T YahTT & 3Tl
Seheol 3R Jafad Fd & 5t 3o¢ afasT Y iAot #f fefRa s &
HEG T ¢ | Shdol 38 g W d ATgehl bl STl ol T g H The Il &
foIT 319t carer 3R Fan3il &l AT el 7 TaTH & |

2. e Sfafrdr 3= 3Tseanit # IR & fov vF fegadraa g

1T AT & AT H 3UHISFAT AT AT AT AT T Helg I SdeT
FRIAT 78T A & | 31T ITEhl EaRT Y&ToT I TS T St Uger A &Y fhalY 3cure
T BT T 3TN X b &, FoT Gl ATARRY & T 37T faeaae i Wi & |
STeT 319 TRET U8 28T H TR bl JelTer ald g ord 39 @ d g IT 319 3T
a1 o |1 Il T WIAT WTel o [T Teh 10T 71T L&A Gaell IT8d & [olee
Y Ugel T AHIET IS & | s HYTAIT 3T YT Jar3it iR 3carer &7
HHYETT YUTTell sl AMTAST Xl g1 Uber, a1 AirBnb & IR # &Id| 9
gl 75 gAY & AT el gt HIfer wa § & @ o
T gdT ST AT 3R 3 IadrT & dgd @M SATTT|

3. Amgw wfafhar amgs gfaemor F guR A § #Aqg Fr 8

T TS Agh 39k TTY QM| Teh gV Ageh Idd: MY qadqd
3R oI5 & AT T Jga’ ke o o9l aresh wfafsar e

FEcAqUl §1 Ig U Tg HURA & 7 Acq aar § & &ar 3
AqTgeh IR Fal F HJSC ¢ 3R 3T &1 I T o9 § STgT 3Iehl
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JUR HAT g0 [FIAT €9 F T AW & {0 gezare 3T A
SATST W Ueh 39Tell W Hehdl § . B SN oI Teh HHISC AGeh el

foRTIT ceFe & & ar 39 Rl IAfshdr aX Feha § 3R Tl g
Al 8h el o [olT FATHTA 9T Tohdd g1 T Teh ATgeh Pl a9 Silcled
3R TG dF [ THIERT & 39 TR FI d¢ld o Tl T 376 &7o1
gl $3 AHA H, U gul Ageh TG IMUhr QaT & HY Teh FHET
T FHAT foRam, difeha 3m9er 38 @Y 7 fRar g, 3mass & & fav

gar #fed a1 ATar § 6 v aAEF S 3T Jar & Ffr FRrer AgT
]

4. TEF TATHAT TIH A AEH IAHT aA A Aeg FIAT &

31T T faUUTe 3cdrel, Jar3it AR st & AT A6l & 3egeral W
3RA g1 @ Toge 3curel s fa% safav g @Wied § it d
e 1 9 frel faRY Hag A 39 RRufa 3R Heguar & yede
AT e &1 T AR & Fug AL Thed § Fifd 9 RHs 8 &l
YT AATHT A Fe & AU I @iy §1 safav, Ifg 3 &
TIUISE W HEH I7OT ATgeh 3760 Yokl lel W €T Figd Hd §,
dl Irgeh 39k §15 & Ifd ThER @l AR Earefdsh §9 4, 3e¢ Uh
3CHA AT ol HT HIH THTE IS 398 IS VT § [ 3¢ AT
qaT & SR A F1 e § 3R FI1 YR AT ST A@nfge

Summarise the follow up and escalation procedure for open
concerns as specified by OEM

1. Define decision categories: these can include areas such as finance,
staffing, tools, and technical features/functionality. When defining the
categories, the project manager should be mindful of the right balance in the
number of categories based on the complexity of your organization. Project
managers should avoid too many issues to take to the next level to overburden
the process, and too few will not provide a meaningful escalation path. This is
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especially important in new product development, where there is inherently
more risk.

2. In each category, project managers should determine the

appropriate escalation procedure by functional responsibility. Project
managers should start at the lowest level in the organization, typically an
individual contributor. Some decision categories can have parallel
communications (functional and cross-functional) and typically this flows from
the project manager. This matrix is to be followed for just about any escalation
in product management or program management.

3. Define the key organizational contributors and their decision-making
authority including the project manager. This can vary based on the size and
complexity of the project. In some cases, there will be dual communication
paths (functional and project) to ensure rapid decision-making.

4. The project manager then reviews with management to get
agreement on the categories, decision authority, and escalation procedure. It
is the decision authority and the process to raise an escalation should be
signed off by management — this is most important.

OEm ZaRT farfése & v & gelt fRAianat & fare areadf sik
TEHAS GfHar AR FY

1. ooty Ao &1 afRenRa &3 st fJa, wrfther, suexor 3k
cTehetiehl AT / FRAGTHAT S8 819 AMAS 8 Fehol &1 ATOrAT
IRHATVT A AT, WAFE AASK I 3Tk HISA I FAfcerdr &
IMUR 9T AT &1 &A1 & & Holel & Y Fdd el =iigu|
IRIISTAT Jaeehi I FfhdT &l Haiased Hlad & [olT 3Tel TR W o
m%%aymﬂaﬁﬂmﬂﬁ@,wqu HH Th e
95fa 9y YarT gl | YE AT 379G e # ARy ®9 @
HAgcaquT g, STgl TIHATId §T & 3t A gl
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2. 93% Aot A, INASAT YUHI F FRTCAF SFAgR
garT 3Rd geftr aikar uiRa FEl mRwl ofeeer seuwt
N TIMSA H FIH foldel TR W YE AT ART, AN W Th
TN AR F& AT AT & FAGFAAR FIR (FRATcHS
3R HIE-HRHS) g Thd & 3N FAIN W Tg IRASAT Jaush &
98T &1 3T dARCFT &1 UTdad 3cUIe T AT FIIHH JaeT H R
s geftr & fore fear ST B

3. IR yaus Wied THE FISAlcHS Aerererardisi iR
3o 0T o & wiffetor Fr aRenia & a8 9IS & 3R
3R SIfeddr & IR W et g Gl &1 & AHA &, dolt &
foiar ot @l glARad el & AT aet TR 9Y (FcAs AR
gRATSAT) T

4. 9T yauE a Afor, favhr witeRor stk gefr afrar
AT FI & AT qaereT & T FHIET FIGT 2| I8 o wrireor
& 31X g Tgmet 1 Ufehar IX YeEe GaRT EEATER fhT Te A8 T - I Tad
HecdqUI 8|

Discuss the computer skills required at workplace.

Microsoft Office.
Microsoft Excel.

Microsoft PowerPoint.

G Suite for Business.

Email Management.
Information Management.

Data Entry.

©® N Ok =

Digital Calendars (Google, Outlook, etc.)
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The name itself may seem obvious, but the truth is that most people are
too overwhelmed by the vastness of technology to know what an
employer might mean when the job description simply says “computer
skills.”

Typically, employers want applicants who can use specific programs, such as
Adobe lllustrator or WordPress. However, new technological developments
can quickly change the preferences of potential employers.

Often, that means that employers are interested in candidates who are quick
to pick up on how to use new programs and technology, as well as candidates
who are familiar with current programs.

FRITYA I HTTRITF FOYEI HIere 9T T4 HY
1. ATSShIATFE TR

2. ATSHIATFC Tl |

3. ATSHIFIFC JTaRdisc |

4. IR & fav Sl el

5. SH YT |

6. AT JaTereT |

7. 3cryfafse|

8. I3TSTeer FhelsT (Google, Outlook, 37TTE)

ATH T TASE 3T HohdT &, ol ohe] TT4TS I & Toh SATGTAR ST TG SATeTel oh
Wmﬁﬁallmdlﬁdgd 3TN & Tob TSR ohl T AcTelel &
T § ST sAlehl T TAa0T T "HTIe il Hgal o |

MMHAR W, AT 37 3Agah A Iigd & it ARkISe FRiHAT
3YANET N Thd &, o b TSI seaFeex AT g89yd| glelifeh, v
daairhl AT FaTad fAaeFanit & grafAsdnsit # Jedr & s
ohd ¢ 1371, 39T Adad ¢ [ Faear 39 35ficary & s wa
g Sl AU SRHAT 3R AR 1 39ART a & aF & qa-ary
31 3FAIGART N Gofel & AT STedl § S aods HrdshAr § IRTSd 8
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Unit-7

Support sales function

TAYT [OFT B

Learning objective :-

® Discuss the importance of Data Management Software (DMS) in Customer
Relationship Management (CRM).

ATESH A YT (CRM) F 32T Y87 FTFEAAT (DMS) & Aged T a7 Y.

e List the various sources to collate potential sales leads such as showroom
walk-ins, telephonic enquiries, etc.

AEH aTF-3e1, TBIAF [Bars, e A Fenfaa fshr s # swcer F:@
& fae fafd=er aral # geheey w1

e Summarise the role of telecaller in presales process

presales TTSHAT H telecaller FY ${fAwT Walq

e List the features / advantages / benefits and USPs of the OEM vehicles
OEM A=t hr FIAL3it / amedt / amed 3y ot i

. ® State the different activities involved in assisting sales and marketing
team such as calling customers for events, sharing schemes/offers, etc

fashY 3R fAgorer &1 Y Ferdar Fa 7 A Rfea afaRfaE 3 &
T3 & fIT TEHT Y it ST, ANSTT34T /

. ® Discuss the importance of responding timely to customer queries in
building customer relationships

ATeH YT & AATT H I1gF 12T & AT U STd19 &t & Aged I TAT Y
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e Identify the local customer preferences, local market procedures and
related information based on geographical nuances

AT Ag s A AT a3, T R gfshansit 3 stnfos sfifrat &
TR 9T AT T SATASRRT Y TgdTeT FY

e Discuss the different ways to resolve common customer queries and
complaints while ensuring least turnaround time.

$A A FA TAINFE TAY YA I FIA §UATAT ATgeh TeaAl AR Rt
FY G HLeT & (A feeT ALIh] G T4 HL

e Explain the importance of maintaining proper records and documentation.

o 3R RF1E 31T TG 10 T@A & Agcd & GHST|

ePrepare a database of potential customers from leads collected via different
sources.

et @iat & #Aregs @ v v av iz @ wenfada ares) &1 v TRy
AR A
® Role play a situation on how to call up a customer and convey the right

perception about the brand, convince the customer on the USP of the vehicle
and respond to the queries.

$AHT UF ATeS HI Il FLA N 15 F aR & T YR FFd FIA, A6
Y JUHd T ATEF FY AT HR T 7 Fare S F aliF o vk Fyfa
fsmrcit 81

e Demonstrate how to fix meetings, book the test drive for customers and
schedule pick up and drop facility.

v fia #X i o= w1 H3 S frar aie, gl & Rv e smage wi sk
gfaem &1 Asge F

® Role play a situation on how to brief the customer on value added services
of new vehicle
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AFT TT ATEeT Y Hed aftiad FATHT 9T ATEF HY WiaTed FI F alld WIF
feufe e 3

® Role play a situation on how to effectively follow up with customers so as
to realize post-sale revenue as per planned payment cycle.

AT ATEHT & AT ToHTe ST W IHearcll HIETE FA & s W T [Pufa
fovarrelt & anfer R forer spararer o & 3reTa fosh & aTe & Trorea &1 vga
T ST FF|

e Demonstrate how to maintain documentation pertaining to customer
problems/queries.

ATEHT HT FAEIIAT / T2T A HITOT T WeT F) FITT I T diaT Y& iid
Coy

Discuss the importance of Data Management Software (DMS) in
Customer Relationship Management (CRM).

Customer relationship management software, or CRM software, enables
businesses to improve their relationship with existing customers, find new
prospective customers, and win back former customers. There are many
advantages to using CRM software, but it’s important to find document
management software (DMS) that syncs with it. In this article, we’ll explore the
advantages of using CRM and the relationship between CRM and DMS.

If your organization generates revenues by selling products or services to
customers, then CRM software is useful. Unless all of your new customers
simply walk into your store, you’ll need to spend some time finding customers
or clients. Most businesses hire salespeople to get new customers. But in order
to be efficient and productive, even the best salespeople require a system to
help them. Here are the advantages a CRM system offers to your company:

Improved customer satisfaction

Increased revenues

Improved internal communication

DMS allows you to store and manage your documents in one secure place. The
right DMS solution allows you to access files from your laptop, tablet, or
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phone. And when you’re looking for something, you can find it with a quick
text search. Here are additional features DMS can offer:

User-based access

Secure file storage and transfer

Ability to share files with customers or clients
Audit trails

Mobile access to your files

Full-text search of your documents

ATESH A el (CRM) F 32T Yt AIFEAAT (DMS) F HAged I
AT HY.

ITgeh G Yatle] HIFCAA, AT CRM HIFCAIT, STGHTT ohY HISIGT ATgehi &
A1 3 HTUT H FUR FIA, AT HAIT g bl Tiotod AT I ATgehl T
T Siiclel H F&TH FeATdT g | CRM AIFCAIX T 3TIET hled o s BIIG o,
Qifhet EATAST TetleT HIFCd (DMS) T §a1T Hgedqul & it 30 A1y i
AT & | 3H oG H, 7 CRM T 3TI1ET et 31 CRM 31R DMS & Sy Tt &
SITT T IdT SIaTTuaT |

Ife 3TTYHT TITSeT ATgeh! hl 3cUTE, AT UATT SIS TET 3ceed hdT g, al
CRM HIFedIX 39T §. T doh 39k HY 0 ATgeh 97 39k T H oTgl
ST 8, el cfeh 3TYehT FATgehl AT ATgehl ohl WieTol & e GHI Tocllel T
3TIRT R g1aft | ITTRTA STTATT AT ATGRI hl UTCT et oh TolT fashdT3it
T FRTT O oIt § | olfehed erel A Scuteeh g1t o TolT, J1 oieh foh Tady
3= FAghar3il &1 Y 357hT Aee Flar & FIT Tk YuTTell T 3TaeTShar gl 2|
IGT Ueh CRM FOECH 3T9ehT ShusiT i UGl fhT SiTet aTel BIe &

e e e

Toied # gef

dga} AR IR

SITATH 3TUh! 39T GETSIT ! Teh FITAT FUTeT IR TR AR Tafered vl
T 3TAT ST § | TET STTHTH FHATHTS TR 370 oIIeld, EFele AT BT
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qu@ﬁﬁa@ﬁm%lmmmmzﬁaaﬁawwﬁmﬁ
ol 319 S8 caRel UTS WieT o 1Y 9T Fehd! & | T8 1T Rer Fraemsit Sreaey
T IR T ohd o

e Brser HAGUT R TATATROT

TTEehT AT ATEhT 3 AT PBIScl ! HISHT el Shr &THAT
Jdifse e

mm%mmqﬁ

3T ATt T qut-oTs wheT

List the various sources to collate potential sales leads such as
showroom walk-ins, telephonic enquiries, etc.

1. Referrals

Referrals from your best clients are your best source of quality leads. A referral
implies that you are trusted and valued. Your referral source can also confirm
what it’s like to do business with you.

2. Former Clients

Reach back out to these inactive accounts or find out who some of their
competitors are that may be more open to new ideas. They could be your own
former clients, or unclaimed former clients that no one at your company is
currently working.

3. Competitors

Who is working with your competitors? Study competitors to see who is active
in the categories you have decided to target.

4. Business & Sales Intelligence Tools

Use business intelligence tools like Hoovers, Datanyze, and Winmo. To find
resources best for your industry, do a search online for “sales intelligence
tools.” Be creative with how you use these tools. For example, you might look
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for Industry Associations or Board Certified companies in certain categories. Or
try searching conferences for sponsors, speakers, and participants that are
good prospects for your industry.

5. Google Resources

Google can offer leads in many ways:

Google Alerts can send you email notifications about your prospects or clients.
Google Maps can show you which prospects are in a location you are targeting.

A simple Google search using key phrases such as “top plastic surgeons near
me,” can yield results for locations, reviews, and blogs, for the category you
are searching.

6. LinkedIn

On Linkedln, search for groups, job titles and industries you’re targeting. If you
are in media sales, you might search for Marketing Director or Marketing
Coordinator to see who has this job and then try to connect and message
them.

7. Relationship Marketing

While there is a lot to be found online, remember to move from research to
building relationships. Think of the prospecting process as Relationship
Marketing. Go to industry events to meet people in person, reach out and
connect to form online relationships.

AEH dle-31, T Todrs, 3fe st wenfda fadfr iz #r
gHCl A & forw RAffes adi F1 gehagy F

1. YBIA

9 FaH TS ATEehl T YTl IOTAT oS I HTTh! A 3T
T &1 Ueh YT 1 areqd ¢ 39 RAeawsy 3R Hegar g
3TIHT Yl T T 81 IfSe FX Fohdm & b 39 Ty sgaary
AT HET B
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2. 99 TTEHT
ﬁﬁmmwwq@mwmﬁmgﬁimm%ﬁ
AT e o ferw 31fReh ol 81 Tevcl 8 | A 39 379+ Jd Mg h, AT AETRE
qd UTEeh &1 Tl & 1o 3Rt U H hIS 8 et ATeT H hIH 781 X ET o |

3.gfagifoat
319k gfaeafRiat & A1 i 1 IR ET 8?2 Tg @ & o gfaafagt &
3T Y foh 3T q@RT ofard &1 315 ATor & iy afra &1

4. =9 3R FarshY gvar susHor

@ﬁ, Datanyze, 31X Winmo NWWWWWEQI
391 3T & TIT HafcTe FHETEAT I Trafel o feT, "TarshT GihaT 3uehior
o oI 3fTeTelTSsT WisT < | 3T ST IRV T 3TN Hhd Hlcl g, ST AT
THATcH T¢ | 3eTe0T & foIT, 39 o AT0rAt & 3egler al I1 1S JHToTd
HATIAT T TAT X Tehel & | AT ATATSTehT, a3t 3R wfaenfaay & o
AFHCIeAT T TIST el T TITH < AT HTTeh 36T & folT 3eey HHTGATT & |

5. [Tl WAL

Google an—énraa”rﬁaﬁ"s' UeTed o Hehdl &

Google mémqafrmq@mmmmm%a&ﬁéﬂawaﬁa
SETSINS

Google WWWW%%WWH@HWE@F&HW
el T GHTGATT &,

"AY AT & A CATTEcs Folol" S8 YHE aATeFATRiT Sl 3UANET hleh Teh Al
Google graT, WWWW@W*WFW, gafrear3ft 3t savan
& forw aRomer ¢ ashc 81

6. foiFssa
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folarsse W, 37 Tg!, el & 2T 31X 3een dr @it &Y e 3T
oTfeId e Ig & | e 3ma Hfzar Fr fashr 7 €, ar 319 I8 @ & forv faqorer
e a1 [auuTe TH-adeh ST WieT T Thd & 1o Tg I fohdch U1 g 3R
T 35¢ Shotere et 3 HERM AaTel hl TATH Y |

7. Rt Arhfear

CEICERIGIED! g FO UIIT ST &, JgaeeT & Redl & fAeor & fow 3my
¢ I16 T | Nere1 g AR fEer & & 3 qdfaror gfshar & aR # €|
TTFAITd T H A9 & fAere & forw 3T &7 geaA13i 9 ST, 3Tdrss

R Fefred o forw g 3IR helere H

Summarise the role of telecaller in presales process

Telemarketings is a very commonly used of marketing companies to connect
with potential customers of their products or services. Historically,
telemarketing involves companies to make telephone calls to existing or
potential customers. With the new technology, telemarketing, video
conferencing calls as well as extensions to include although those are generally
conducted with existing customers. Telemarketing is often used to try to sell a
product or service, but it can also take the form of surveys or information
gathering.

When companies call new customers, activity is asked to call as winter. This
means that the consumer has not purchased from the company before nor has
they requested a call from the company. The list of companies serves, which is
of consumers who have similar interests or purchasing history, which fits the
company's target market. You can purchase a list of potential customers to the
phone from a list that will provide a list.

presales 9fehaT A telecaller Y Hﬁﬂ qaq H

WWW?WE@?WM T 3oToh 3cUTeT AT AAT3T
o THTTAT IR h TATY Felde el o [T SEIHT 8IdT ¢ | TTagTaeh,
CONHATRTCIT HISTGT AT HHTTA ITgehT & TIT TeIDIeT shiel el o folT haferat
& ATTA | 7S dAhelleh b TTY, TATHTRTE T, ATSAT PIShR T hiel o &I 3
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3TeET g | AMAST A & T AR gTetifeh 37 3 AR R HISTeT ATgehi
oh TTY ITAITST T FATAT & | SATHTR [T 3TFER Ueh 3c9TE, IT HAT Tl Sed ahl
ShITRILT et o feTT TNaT fohaT STTAT &, olfehet Ig 8 TcfaToT AT STty Sfere
HTET o TohdT g |

ST U Tl & folT 57U ITgeht ol Bl ITATA T TET & FT H BT ¥l o folT
el ST & | T§ STHIFAT & Igol hUaiT & TUGT 16T 1ohdT g 3R o1 &7 d hTail
8 Ueh ol 1 I [haT § SHHT AT & | Ul T gl @ar g, sit
STHTFATHT T ST FATA T8l AT hT STAGT, ST hUsi! bl of&T SR [he & ahl
Teh T TG ToT Y31 A Blef el o I FITAT ATeehl T Teh Gl Tl Hehed
gl

List the features / advantages / benefits and USPs of the OEM
vehicles

An original equipment manufacturer (OEM) traditionally is defined as a
company whose goods are used as components in the products of another
company, which then sells the finished item to users.

The second firm is referred to as a value-added reseller (VAR) because by
augmenting or incorporating features or services, it adds value to the original
item. The VAR works closely with the OEM, which often customizes designs
based on the VAR company's needs and specifications.

An original equipment manufacturer (OEM) provides components for the
finished products of another company, known as a value-added reseller (VAR).

In the computer industry, OEM may refer to the company that buys products
and then incorporates or rebrands them into a new product under its own
name.

Traditionally, OEMs focus on business-to-business sales, while VARs sell to the
public or other end users.

In manufacturing industries, OEMs stand in contrast to aftermarket products,
which offer replacement parts that are generic and cheaper than OEM parts.

An OEM is also different from an original design manufacturer (ODM), a
company that customizes its own products for resale by the client.
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Guaranteed Quality. ...
Longevity. ...
Better Performance and Efficiency

OEM aTeat hr GiALmait / wmert / wmant 3T quardy i =

Teh el 3YIUT TAHTAT (OEM) I TRUR e &G H Teh VHT huail o &9 H
IR TR SI1aT § STt ATl fhdlY 37 F9eiT & 3c9rei & geahi & T H
3N fRaT SATAT &, S O SYAITHaAT3it sl IR 3SeH SIar g |

gEd T &Y Hed I ATIshdT (IUIR) & &9 7 Hefdd o srarg
Fifeh A3 AT AT hY TeTo) AT ATTA et H, Tg He 3MScH H Hed
SSdT g1 TR OEM & AT fAT FIH AT &, ST 37T dTT3TR YT Fr
STt 3R Faferdeit & TR W fSSTSet i i feid T & |

Teh Hel 30T TIATT (OEM) TR 31 &hUell & IR 3cural & folv eeh
STl il &, [ Hed aftid qoATdshdT (VAR) & &9 & ST STl g |

HTIET AT H, OEM 3 el shl He (3Tl X Hehcll & Sl ScUTGT T TG
& 31T fhT 3¢ 3191 STTH & dgd Ueh U 3cuTe H anfaer a1 Psiig e &
WOETd &9 T, 3NSTH TTHI-Q-cIaaqTY faehT I ea1eT Hfgad e &,
ST AITIHR ST IT 3T 3T STIRTRAIT Frdad £ |
ﬁﬁﬂﬁmﬁﬁ, OEM aftermarket 3cdTal & AT @3 gid g, i
ITTEATIST AT hT URAHA A § AT OEM T hT JoTall 7 St ek 3N HES
Bl & |

Teh OEM Ueh Hel f3otset fAATdT (0DM) & 811 37e1eT §, Teh el Sl Fellge
SaRT YT & foIT 379e) T2 & 3cUral &1 3fefehfoled ieh 2|
I[OTeT ol ATREY. ..

ardry| ...

dg R 9T 3R gatar

State the different activities involved in assisting sales and
marketing team such as calling customers for events, sharing
schemes/offers, etc

A guest speaker event
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A speaker presentation is one of the most common forms of B2B event
marketing. When it comes to your time and budget, you typically don’t have to
invest as much when inviting a single speaker to present.

If you’re just starting out, invite a speaker who is a leader in their industry to
give a presentation. They should be speaking about a topic which is valuable to
your customers and prospects.

Networking event sessions

Every business professional knows the importance of networking. It can
benefit your current job or your career as a whole. A networking session
doesn’t require the educational element — no speakers required! This means
all you need on the event day is a space and some catering. (If you’re nervous
meeting people, having a glass to hold and sip can make all the difference!
Read more about my tips for nervous networkers here

Conferences

Conferences are often used by B2B marketers. They require a lot of work (and
budget!), but bigger events also hold the opportunity for bigger gain. People
plan to attend conferences well in advance; they are often calculated into a
manager’s budget under education and training.

Conferences feature a number of speakers, which means attendees have
multiple leaders and potential topics they can learn from and about.

A seminar or half day event

Instead of a full conference, some businesses may choose to host a half day
event. This offers some of the same advantages of a conference, without the
high cost.

Workshops and masterclasses

Instead of a speaker talking to attendees, without any “hands-on” interaction,
businesses may also offer workshops or classes.

Imagine you are trying to grow business for a small yarn shop. You want to
bring people into the shop to increase sales. You could bring in a guest speaker
and offer a free class. Then, you can give students a limited-time discount to
increase your sales.
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fashY 3t T & 1 Feraar 3 7 anfae e rfafafeat
A T geATHT & TrT ATgHRT FY Hiek HIAT, ISTATHT /

HfATY goraT FRIHA

Teh Il JETcT B2B TIET fAUUTeT o G 37TH &I H & Ueh § | ST 3Tqh
A 3R Foic Y a1 3T &, A 3TIR! AT 9T Teh TR Y 9T et &
T IMART Y TAT 3T AL e T I ThaT Tel gl g |

I 3T 3139Y Y FTIE &, T Teh TFAT T AT Y S Teh TG &
forT 379 3T A Teh AdT § | 3¢ Teh TH TAWY o SR H ST el AMRT AT
319k ATgent 3 FHTTAT3N & foIT HegarT g

scafhar sdc aa

&Y STaATA UG AcaTehdl o Hgcd ah STTeTdT & | TG 3TIhT T Sl
T 3T9ch HIRIT ! THT T H ATHTfead Y TohdT ¢ | Teh Acd ohdl T !
QAT&T ded Y IMTTRAT LT I & - IS FAT3T T HTILAHAT T8l &Il o
SHRT A ¢ fob JTIh! TTT oh [eoT ehl HTAThdT &, Teh TAT 34‘1?03@
QAT § | (TG 3T 9T & FAer) & T gU &, ot Tohset AN e il &
T ueh fATemd gls & Gl 3T g1 Tohdl 8! F@T A4 d Acahd & faw A
giFaal & R 7 3R 3w 9

HFAASAT

HFHIAT T STITIT 3R ST 2 oY fAT0Teh @R 3R STl & | 36 ST AR
A (AR FoTC!) P HTTLTHRT gl 8, elfched FaT T T 93 o1 & ol
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Discuss the importance of responding timely to customer queries
in building customer relationships

Reputation

Providing efficient customer service is imperative to earning a positive
reputation among consumers as well as competitors. Sustaining a positive
reputation for customer service is almost as important as providing quality
goods and/or services. When customers are unhappy with the customer
service they receive or have a negative experience with a company, they’re
more likely to make it known versus when they have a positive experience.
Angry customers tend to take to Internet forums and leave negative reviews
warning other customers, which can ward off any new potential clients. This
isn’t to say that this comes from a malicious place—these customers are likely
just looking out for others as they’d hope others would do for them. As such,
it’s important to provide each and every individual with a positive customer
service experience to avoid any negative connotations around your company
and to maintain a good reputation.

Loyalty

Providing great customer service is key in creating a band of loyal customers.
The more loyal customers your business has, the steadier your flow of business
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will be. Most consumers have admitted that when they’re unhappy with a
company, they won’t voice their frustrations—instead, they’ll just leave quietly
and take their business to a competitor. Most individuals feel like their voice
won’t be heard if they bring up their negative experiences to a current
provider. Timely and helpful customer service can help prevent customers
from having these negative experiences, and make them more likely to stay
with your company.

A common mistake that businesses make is thinking that customers who have
been with them for a long period of time are loyal. Some of them probably are,
but fact is, some of them might just be too lazy to shop around or go through
the hassle of switching companies. Therefore, it’s important to provide timely
customer service to not only newer customers, but older ones as well.

Word-Of-Mouth Advertising

Timely and effective customer service will result in not only a band of loyal
customers but can also serve as free advertisement. When customers are
happy with the service they receive from your company, they’re more likely to
recommend you to their friends and members. Word-of-mouth advertising
from satisfied clients is invaluable; it can’t be bought and sometimes has more
power to sway potential customers than the ads that you do pay for. When
others hear positive feedback from people that they trust, they’re more likely
to give your company—rather than the competition—a chance.
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Identify the local customer preferences, local market procedures
and related information based on geographical nuances

Geographic segmentation is a marketing strategy used to target products or
services at people who live in, or shop at, a particular location. It works on the
principle that people in that location have similar needs, wants, and cultural
considerations. By understanding what people in that area require, brands can
target more relevant marketing messages and suitable products to customers
who are then aware and more likely to buy.

It makes your brand relevant: targeted marketing campaigns attract customers
and increase revenue because they appeal to the needs and wants within a
geographic location, triggering purchases.

You save money: your marketing budget is more efficient when it offers
appropriate and available products and services, rather than being wasted on
promoting things that nobody needs

It’s easy: Location information is objective, easy to measure and analyse, and
cheaper than psychographic, demographic or behavioural segmentation

Larger companies: can offer different or more relevant products in different
geographic areas, and market them more efficiently there

Smaller companies: can target marketing directly at their specific areas of
interest and target audience, rather than taking an inefficient blanket
approach
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Discuss the different ways to resolve common customer queries
and complaints while ensuring least turnaround time.

Customer complaints are often a sign that there's a disconnect between what
customers expected and what you delivered. Sometimes that disconnect is
caused by a customer's unreasonable expectations or incorrect assumptions.
Other times, it's caused by something your company is doing wrong.

A customer complaint might be the result of your marketing copy leading them
to believe something incorrect about your product/service — or of your user
experience setting customers up for failure. Or it could reflect a problem that's
happening outside of your direct control

Dig deeper by asking the right questions
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Complaints — even angry ones — can contain insights, and it’s your job to seek
out the point of friction. Socratic questioning can help you get to the source of
the issue.

Ask your customer questions like:

What do you mean by...?

Could you provide an example?

Could you expand on that point further?
And ask yourself questions like:

What other information do | need?

What am | assuming here?

Why is this complaint important?

Often, complaints are the result of problems that need to be solved. Asking the
right questions helps you get to the root of the complaint, figure out if there's
a way to resolve the issue, and determine if the complaint contains genuinely
useful feedback.

If you determine that you aren't the right person to help with the customer's
complaint and need to transfer them to someone who can, make sure to
explain why. This can be as simple as saying, "I’'m going to set you up with our
specialist who will get that squared away for you right away."

Identify the type of customer you're dealing with

Customers who aren't shy about letting you know they're upset. When
responding, avoid mirroring their confrontational behavior; instead, react with
firm politeness.

Customers who pay well and demand premium support for it. When
responding, avoid excuses and just get to the solution. Consider creating a VIP
folder and workflow to make it easy to identify and respond to their
complaints.

Customers who contact you frequently. Stay patient and avoid coming across
as frustrated when responding to these customers. When satisfied, they often
become repeat customers and advocates for your company.

Customers who don't want to complain and may just take their business
elsewhere without ever letting you know there was a problem. You'll have to
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actively reach out to these customers to solicit and resolve their complaints;
otherwise, you may never hear their feedback.

Respond to the customer quickly

When it comes to unhappy customers, a speedy response goes from
being a nice-to-have to a necessity. Complaints are best resolved as
soon as possible.

A customer leaving a feature request won’'t mind at all if it takes you a
day to respond, but customers who are in a “pulling my hair out”
situation want a resolution yesterday. Make responding to them a
priority.

Present a solution, and verify that the problem is solved

After you've identified the root cause of the customer's complaint, found
a solution, and sent that solution to the customer, it's important to verify
that the solution you proposed actually solved the problem. There are a
couple of ways to do this:

Log the complaint so you can track trends

If you've gotten one complaint from one customer about one specific
issue over the last 10 years, that issue might not be worth addressing.
But if you're getting multiple messages from multiple customers who all
shared the same complaint, that's the beginning of a narrative.
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Explain the importance of maintaining proper records and
documentation.

Ultimately, Records Management ensures that institutional records of vital
historical, fiscal, and legal value are identified and preserved, and that non-
essential records are discarded in a timely manner according to established
guidelines and identified legislation.

Benefits of Records Management include more effective management of your
current records (both paper and electronic); a reduced / eliminated level of
record-keeping redundancies; reduced costs for records storage equipment
and supplies; and increased usable office space through the elimination of
unnecessary file storage. In addition, Records Management provides

institutional accountability and timely access to information.

Prevent fraud or theft

Pay your taxes

Comply with laws

Manage your cash flow

Make business decisions

Save time and costs

Prevent loopholes and oversight
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Prepare a database of potential customers from leads collected via
different sources

1. Define the database functions. It's important to define and understand
your customer database functions. ...

Identify the information sources. ...

Select the type of database. ...

Structure the data. ...

Expand the database. ...

o Uk WwWN

. Develop a regular maintenance program.
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Role play a situation on how to call up a customer and convey the
right perception about the brand, convince the customer on the
USP of the vehicle and respond to the queries.

Role playing is one of the most fundamental customer service training
exercises. It simulates real conversations that service reps have with customers
and it teaches them how to respond to different customer behaviors. When
you're just starting out in customer service, these exercises are great for
getting you comfortable with speaking with customers and communicating
troubleshooting steps over a real-time channel.

In this post, we'll list a few of the most common role play scenarios to review
with your service team alongside some example role play scripts that your reps
can practice with. But, before we dive into that, let's look at how you should
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conduct customer service role play at your business and why it's useful for a
customer service team

When training service reps, businesses will conduct customer service
role play to prepare reps for potential conversations that they'll have with
customers. This not only familiarizes them with common problems and
guestions that customers will have, but it also teaches them how to
navigate situations when they don't know how to respond

1. The customer calls, emails, or messages your customer service team.
2. The customer asks a common service question.
3. The customer shares negative feedback about your product or brand.
4. The customer requests a product, feature, or service that you don't
have.
5. The customer asks a question or has a problem that you don't have a
solution for.
6. The customer purchases a faulty or incorrect product.
7. The customer needs to be transferred to another rep.
8. The customer wants to speak to a manager.
9. The customer is delighted with their brand experience.
10. The customer asks you to bend company policy.
(Some important feature) doesn't work.
Can you fix it, please?
Sorry you're experiencing this issue. Sorry you're experiencing this issue.
We understand the incorvenience this That must be very frustrating. I've looked into
Is causing you. | will notify the dev your account and it seems the problem
team right now. is on your end. Could you please..?
Our team will start working on Unfartunately, we are unable to fix it
this problem as soon as right now. As an apology, please
possible. It should be done by ... accept this 50% discount on your next
Il let you know when it's fixed. month's subscription fee.
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Demonstrate how to fix meetings, book the test drive for customers and
schedule pick up and drop facility.

Have a clear and concise subject line.

Compile your invite list.

Start your email with a formal greeting.

Introduce yourself to team members you haven't met.
Discuss the purpose of the meeting.

Offer multiple dates and time options.

Ask your recipient to send an RSVP.
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Role play a situation on how to brief the customer on value added
services of new vehicle

Introduce the issue

Before you start acting out your role-play, gather people together in a
classroom or any other place you use for training and introduce the topic to
them. Your role-play can be about everyday situations or unusual cases,
depending on the goals you set. Provide the participants with instructions on
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the training process. You can also explain why you decided to address the
issue, the purpose of the role-play, what results you hope to achieve by the
end of the session, and let trainees discuss the issue to warm them up.

Provide details

Once you complete the preface to the session, provide trainees with
background information, more details about the issue, the scenario, and the
ways to act during the role-play. Make sure to give enough details for the
imaginary situation to make it feel like an actual one.

Assign roles

Introduce the characters involved in the scenario and assign their roles to
trainees. For example, if you act out the impatient customer scenario, you will
have two roles on different sides of an argument: a customer and a
representative. Make sure trainees understand what their role and tasks are
according to the assignment.

Act out a scenario

Now, let the trainees act out their roles while others look on. You might advise
your trainees to intensify the situation gradually. For example, an impatient
customer might start off calm and then get irritated and angry. While this
depends on a particular case, such an approach lets trainees practice various
social skills and situations, which makes the session more effective and
employees more productive in real-life situations.

Discuss the experience

Regardless of the outcome of the role-play, it is essential to discuss it with all
the participants. If a person failed to find the correct approach, invite trainees
to analyze the reasons, such as lack of persuasion or too aggressive
communication, and suggest different strategies. And if a person found the
right solution for the issue, discuss what made it effective and whether there
could be alternative solutions as well. Different perspectives can lead to truly
great solutions that will drive your company to success, so make sure to listen
to all the participants in the training session. This type of training is all about
collaboration and teamwork.
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Role play a situation on how to effectively follow up with
customers so as to realize post-sale revenue as per planned
payment cycle.

1. Send a note to say thank you

Some companies send emails. Others say it with a card they enclose with the
invoice. Whatever your method, it’s important to say thanks after making a
sale as part of making it a good experience for your client.
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You can include messages such as “We are here for you” in your thank you
note. Also make sur the note contains contact details and the name of a
person who can be reached in case the client has an issue or question. Ideally,
that person should be the account manager or salesperson who handled the
transaction since that is the employee the client knows and trusts.

2. Check in

It’s a good strategy to call clients a week or two after the sale and find out how
everything is going. Are they happy with their purchase? How was the service
they received? Do they have any questions? But don’t overdo it. The
customer’s time is precious. Especially, avoid trying to make a sale at this
stage. Instead, listen to your customer’s needs and opinions, and try to resolve
any issue they might have.

3. Keep the lines of communication open

Ask your clients for permission to communicate with them. Then send helpful
information and advice based on their needs and interests. Focus on high-
value content, such as guides, articles or educational webinars. This is the
phase of consolidating the trust between you and your client.

4. Think second sale

Talking to existing clients who already bought might seem like a waste of time,
but it is actually the key to future sales. Regular contact will help you
understand their needs, give you ideas about product improvements and set
the stage to offer a complementary product.

By creating a relationship, you are going beyond a simple transaction and
giving yourself an opportunity to offer more products or services to the client.

5. Ask for referrals

Happy customers will refer you other customers. When a recommendation
comes from someone who has actually used your services, it has an extra layer
of credibility and trust. Delighted clients make the best advocates because
third-party claims of excellence carry more weight than self-promotion. For the
most part, customers are willing to refer because they know how important
referrals are and people like to help.
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Demonstrate how to maintain documentation pertaining to
customer problems/queries.

Dig deeper by asking the right questions

Complaints — even angry ones — can contain insights, and it’s your job to seek
out the point of friction. Socratic questioning can help you get to the source of
the issue.

Ask your customer questions like:

What do you mean by...?

Could you provide an example?

Could you expand on that point further?
And ask yourself questions like:

What other information do | need?

What am | assuming here?
Why is this complaint important?
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Often, complaints are the result of problems that need to be solved. Asking the
right questions helps you get to the root of the complaint, figure out if there's
a way to resolve the issue, and determine if the complaint contains genuinely
useful feedback.

Identify the type of customer you're dealing with

A study from the University of Florida found that when dealing with customer
complaints, you may run into one of the following types of customers, each
"motivated by different beliefs, attitudes, and needs":

Customers who aren't shy about letting you know they're upset. When
responding, avoid mirroring their confrontational behavior; instead, react with
firm politeness.

Customers who pay well and demand premium support for it. When
responding, avoid excuses and just get to the solution. Consider creating a VIP
folder and workflow to make it easy to identify and respond to their
complaints.

Customers who contact you frequently. Stay patient and avoid coming across
as frustrated when responding to these customers. When satisfied, they often
become repeat customers and advocates for your company.

Respond to the customer quickly

When it comes to unhappy customers, a speedy response goes from being a
nice-to-have to a necessity. Complaints are best resolved as soon as possible.

A customer leaving a feature request won’t mind at all if it takes you a day to
respond, but customers who are in a “pulling my hair out” situation want a
resolution yesterday. Make responding to them a priority.

Present a solution, and verify that the problem is solved

After you've identified the root cause of the customer's complaint, found a
solution, and sent that solution to the customer, it's important to verify that
the solution you proposed actually solved the problem. There are a couple of
ways to do this:

If you can't verify that the solution is working, add this line to the end of your
communication: "Please let me know if there's anything else | can do for you.
I'm happy to help!"
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