
Domestic Non-Voice 

Sample Questions 

 

Domestic Non-voice (Theory) 

Q1. You are responsible for responding to customer queries on a web chat. A customer who 

has bought an internet plan says, "I had bought an unlimited download plan but I am being 

overcharged for my usage". How will you categorize this in your query management tool?  

 

a. Complaint  

b. Request  

c. Feedback  

d. Follow up 

Q2. If there are multiple chats that pop up at a time, how would you handle them? 

a. When a new chat pops up, try to close any one existing chat and move to the next 

chat.  

b. Handle the chats simultaneously and respond to the queries one after another.  

c. Handle the chats in a first-come-first-serve basis.  

d. Handle two chats at a time and forward the rest to my colleagues.  

e. Handle only those chats which are more critical and important. 

  

Q3. State if the following statement is true or false.  

 

It is a good practice to ask for customer's contact number on a chat conversation. 

  

a. True  

b. False 

 

Q4. You are an email support executive. Your colleague has had an emergency and could not 

turn up to the office. You are expected to handle his/her share of emails too. There is a specific 

time limit to close each email. How would you deal with the situation? 

 



a. Handle all your emails first and then do your colleague's work.  

b. Handle your emails only and tell your supervisor that you do not have time for 

handling more work.  

c. Handle all emails (yours/colleague's), prioritizing based on the time SLA (Service 

Level Agreement).  

d. Handle your colleague's work within the timelines and then move on to your emails. 

 

 Q5. While writing an email or responding to a chat, it is a good practice to keep your 

paragraphs ________. 

 

a. long  

b. short  

c. short but write in capital letters for better visibility  

d. long but write important text in bold 

 

Q6. Which of the following is the right format of storing the customer's email id in your CRM?  

 

a. raj.khanna  

b. raj.khanna@gmail 

c. www.rajkhanna.com  

d. raj.khanna@gmail.com 

 

 Health and Safety 

Q7. What should you do if your colleague suddenly faints and is not breathing? 

a. You should check his pulse and blow air into his mouth 

b. You should make him lie down and place a wet cloth on his forehead 

c. You should tightly hold his shoulder and shake him 

d. You should gently stroke his chest in downward direction 

 

   Q8.  While working, your system suddenly shuts down. You notice some spark near the 

wiring     of the system. What should you do? 

a. You should inform your colleague and take his help to correct the wiring 
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b. You should inform the maintenance department and request them to resolve the  

        issue 

c. You should try to check the wiring and correct it on your own 

d. You should request your colleague to share his system with you and work turn by 

         turn 

Work Management 

Q9. A person takes 10 minutes to install software in one computer. In how many computers 

will he able to install the software in one hour? 

a. 5 

b. 6 

c. 10 

d. 20 

Q10. You work in department A of a company. You receive a service request from a customer 

which has to be handled by department B as per the company guidelines. What should you do 

in this case? 

a.  You should ask the customer not to send such requests to department A 

b. You should forward the service request to your manager 

c. You should handle the request and meet the customer's requirement 

d. You should inform the head of department B and ask him as to why your      

         department is getting such requests 

Basic Computer Literacy 

Q11. What does "F" mean on the F1, F2, F3, F4, etc. keyboard keys? 

a. Find 

b. File 

c. Format 

d. Function 



 

Q12. You have completed the worksheet and want to make certain that you have not made 

spelling or grammar errors. Which button will you select? 

 

a. A 

b. B 

c. C 

d. D  

 


