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Course Outcomes: After completion of this course, student will be able to:

1 Explain the role of a Customer Care Executive-Voice

2 Attending Customer Queries

3 Process of Query Management

4 Make Outbound Calls to Customers

5 Documentation Process for Customer Queries

6 Manage Query Resolution

Teaching and Examination Scheme

Theory 
Hours

Tutorial 
Hours

Practical 
Hours

ESE IA CSE Viva Term 
Work

4 0 0 50 50 0 0 0
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Supplementary Resources:

1 | National Skill Development Corporation (NSDC) (nsdcindia.org)

Instructional Method:

1 Lecture

The suggested theory distribution as per Bloom’s taxonomy is as follows. This distribution 
serves as guidelines for teachers and students to achieve effective teaching-learning process

Distribution of Theory for course delivery and evaluation

Remember / 
Knowledge

Understand Apply Analyze Evaluate Higher order 
Thinking

20.00 30.00 25.00 15.00 10.00 0.00
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