Blue print for the Sample Question Paper for Business Process Outsourcing Skills Class XII
	
	
	Knowledge
	Understanding
	Skills
	

	Chapter
	Marks
	LA
	SA
	VSA
	LA
	SA
	VSA
	LA
	SA
	VSA

	Unit -1 - Understanding the BPO sector/ culture 
	10
	
	
	1
	
	3x3=9
	
	
	
	

	UNIT-2 – Source data for input/ processing/ voice 
	10
	
	2
	1
	5
	2
	
	
	
	

	UNIT 3 – Training & Communication
	10
	
	3,2
	
	
	2, 3
	
	
	
	

	UNIT 4– Customer Service attitude
	10
	
	3
	1
	
	3 x 2=6
	
	
	
	

	UNIT 5 – Process Improvements
	10
	
	2
	
	
	3
	
	5
	
	

	UNIT 6 – Transition Methodology
	10
	
	
	1 x 2=2
	
	3
	
	5
	
	


