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WEST BENGAL COUNCIL OF HIGHER SECONDARY EDUCATION 

SYLLABUS FOR CLASSES XI AND XII 

SECTOR: IT/ITES  

JOB ROLE: DOMESTIC CRM – VOICE 

COURSE OVERVIEW:  

COURSE TITLE: IT/ITeS – DOMESTIC CRM – VOICE 

Domestic CRM Voice in the IT-ITeS Industry is also known as a Customer Service Associate, Customer 
Service Representative, Customer Care Executive, Customer Service Advisor, Helpdesk Coordinator, 
Customer Support Representative. Individuals in this job receive and make telephone calls which are primarily 
scripted, basic and routine with the assistance of a computerised system. They answer inquiries, resolve 
problems, record complaints and/or receive feedback. This job requires the individual to work independently 
and interact with customers. The individual should be result oriented and should also be able to demonstrate 
logical thinking and interpersonal skills; ensure prioritization of workload and should be willing to work at a 
desk-based job. 
 

COURSE OUTCOMES: On completion of the course, students should be able to:  

● Apply effective oral and written communication skills to interact with people and customers; 
●  Identify the principal components of a computer system; 
● Demonstrate the basic skills of using computer; 
● Demonstrate self-management skills; 
● Demonstrate the ability to provide a self-analysis in context of entrepreneurial skills and abilities; 
● Demonstrate the knowledge of the importance of green skills in meeting the challenges of sustainable 

development and environment protection; 
● Manage the work to meet requirements; 
● Maintain a healthy, safe and secure working environment 
● Assist in performing software construction and software testing entry-level tasks in the IT 
● Services industry 
● Demonstrate basic computer operations 
● Demonstrate to use operating system, browser, and internet, 
● Explain the importance of it-ites sector, 
● Explain the need for outsourcing, 
● List some of the outsourced functions, 
● List trends in the bpo industry, 
● Differentiate between domestic and international bpo sectors, 
● Distinguish between voice process and non-voice process 
● Interpret the meanings of the terms inboun and outbound calls, KPO, HRO, IPO, 
● Examnine the work environment in a typical BPO, 
● Explain the purpose of the training program, 
● Recognise the roles and responsibilities of a crm domestic voice, 
● Identify the base sound of the letters of the english alphabet, 
● Assess the need to speak and understand the english language, 
● Assess the need to possess a neutral hindi language, 
● Determine how to speak in a neutral hindi language, 
● Discuss the importance of listening, 
● Analyse how to be an active listener. 
● Determine how to work as a team. 
● List the commonly used terminologies in a bpo and use them in conversation. 
● Analyse the techniques for making a positive first impression. 



JOB ROLE: DOMESTIC CRM – VOICE Class XI & XII 

                                                            Page 2 of 26               Source: https://www.psscive.ac.in/publications/curricula  

 

● Discuss how to introduce yourself to peers,bosses and customers appropriately. 
● Identify your personal strengths and weaknesses. 
● Discuss how to introduce yourselves effectively while meeting. 
● Determine how to start a conversation by greeting. 
● Analyse how to give compliments to your customers and colleagues. 
● List Ways to express your comments in positive way. 
● Explain the call flow 
● Interpret how to take a call. 
● Identify the different keys on an acd phone. 
● Explain the importance of data security. 
● Assess how to maintain information and data security. 
● Explain call centre metrics. 
● Analyse the terms most frequently used in the call centre. 
● Explain the importance of being flexible and adapting to change. 
● Explain who is a customer. 
● List the different types of customers. 
● Determine customer expectation. 
● Discover how to meet customer expectations. 
● Explain the importance of great customer service. 
● List the rules for great customer service. 
● Evaluate common courtesies in conversations. 
● Apply telephone etiquette while taking or making a call. 
● Determine how to make tele-sale call. 
● Discuss how to up-sell or cross-sell other products/services. 
● Identify a confused customer. 
● List the techniques to handle a confused customer effectively. 
● Identify a demanding customer. 
● List The techniques to handle a demanding customer. 
● Identify who is a cost-conscious customer. 
● List the techniques to handle a cost conscious customer. 
● List the techniques to take an order. 
● Identify an irate customer. 
● List the techniques to handle an irate customer. 
● Explain how to make a collection call. 
● Identify the various types of collection calls. 
● Examine how to ask the right kind of questions to the customer at the appropriate time. 
● Explain what a complaint is. 
● List the reasons for complaints. 
● List the techniques to handle complaints and objections. 
● Determine your roles and responsibilities. 
● Identifytheskillssetsneededtocarryoutyourrolesandresponsibilities. 
● Follow organisation policies, rules and service level agreements. 
● Develop contact with the customers using standard organisational procedures. 
● Determine your roles and responsibilities. 
● Identify the skills sets needed to carry out your roles and responsibilities. 
● Follow organisation policies, rules and service level agreements. 
● Develop contact with the customers using standard organisational procedures. 
● Discover how to deal with occupational hazards.
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COURSE STRUCTURE 

JOB ROLE: DOMESTIC CRM VOICE 

SECTOR: IT/ITES 

Class Semester 

Contact Hours Marks 

Employability 

Skills 

Domain 
(Theory 

& 
Practical

) 

Practical 

Exam/Writt

en Test/ 

Viva 

Project 

(Practical 

File/Student 

Portfolio/ 

Viva Voce) 

Total Theory Practical 

XI 

I 70 45 - - 115 25 
Sum of Sem I 
& Sem II = 50 

NIL 

II 40 120 10 15 185 25 50 

XII 

III 70 90 - - 160 25 
Sum of Sem 
III & Sem IV 

= 50 

NIL 

IV 40 75 10 15 140 25 50 
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JOB ROLE: DOMESTIC CRM VOICE 
Class XI [Total Theory Marks: 25] 

Class XI SEMESTER I TOPICS: (MCQ) MARKS: 25 [1 MARK PER QUESTION] 
 

SL No. Topic 
Tuition 
Hours 

Marks 
Allotted 

 Part A: Employability Skills 70  
1 Unit 1: Communication Skill-III 25 2 
2 Unit 2: Self-management Skill-III 25 2 
3 Unit 3: Basic ICT Skill-III 20 2 
 Part B: Vocational Skills 45  

4 Unit 1: Introduction to IT/ITeS Industry 20 9 
5 Unit 2: CRM Domestic Voice Representaive Training 25 10 
    

Total 115 25 
 

Class XI SEMESTER II TOPICS: [Short Answer Question, Descriptive Question] MARKS: 25 
 

SL 
No. 

Topic & Sub-Topics 
Tuition 
Hours 

Short 
Answer 

Type 
Question 

(8 
Marks) 

Descriptive 
Type 

Question 
(17 Marks) 

Total 

 Part A: Employability Skills 40    
1 Unit 4: Entrepreneurial Skills-III 25 1 2 3 
2 Unit 5: Green Skills-III 15 1 2 3 
 Part B: Vocational Skills 120    

3 Unit 3: Outbound Calls: Interacting with Customer 60 2 4 6 
4 Unit 4: Using CRM Application: FreeCRM 20 2 3 5 
5 Unit 5: Work Management 20 1 3 4 
6 Unit 6: Workplace Safety and Hazards 20 1 3 4 
 Part C: Practical Work 10  

7 Practical Examination 06 
8 Written Test  01 
9 Viva Voce 03 
 Part D: Project Work/ Field Visit 15 

10 Practical File / Student Portfolio 10 
11 Viva Voce  05 

Total 185 8 17 25 
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JOB ROLE: DOMESTIC CRM VOICE 
Class XII [Total Theory Marks: 25] 

Class XII SEMESTER III TOPICS: (MCQ) MARKS: 25 [1 MARK PER QUESTION] 
 

SL No. Topic 
Tuition 
Hours 

Marks 
Allotted 

 Part A: Employability Skills 70  
1 Unit 1: Communication Skills – IV 25 2 
2 Unit 2: Self-management Skills – IV 25 2 
3 Unit 3: Basic ICT Skills – IV 20 2 
 Part B: Vocational Skills 90  

4 Unit 1: Relational Database Management System - MySQL 45 9 
5 Unit 2: Customer Query Management 45 10 

Total 160 25 
 

Class XII SEMESTER IV TOPICS: [Short Answer Question, Descriptive Question] MARKS: 25 
 

SL 
No. 

Topic & Sub-Topics 
Tuition 
Hours 

Short 
Answer 

Type 
Question 

(8 
Marks) 

Descriptive 
Type 

Question 
(17 Marks) 

Total 

 Part A: Employability Skills 40    
1 Unit 4: Entrepreneurial Skills – IV 25 1 2 3 
2 Unit 5: Green Skills – IV 15 1 2 3 
 Part B: Vocational Skills 75    

3 Unit 3: Zoho CRM Application 45 4 6 10 
4 Unit 4: Occupational Health, Safety and Security 30 2 7 9 
 Part C: Practical Work 10  

5 Practical Examination 06 
6 Written Test  01 
7 Viva Voce 03 
 Part D: Project Work/ Field Visit 15 

8 Practical File / Student Portfolio 10 
9 Viva Voce  05 

Total 140 8 17 25 
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DETAIL SYLLABUS 
CLASS - XI 

SEMESTER – I 
 

Part A: Employability Skills 

Unit 1: Communication Skills – III 

Learning Outcome 
Theory  
(10Hours) 

Practical  
(15 Hours) 

Duration 
(25 Hrs) 

1. Demonstrate 
knowledge of 
effective 
communication 

 
Introduction to 
communication 
 
Importance of communication 
 
Elements of communication 
 
Perspectives in 
communication 
 
Effective communication 

 
Role-play on the communication process, 
 
Group discussion on the importance of 
communication and factors affecting 
perspectives in communication, 
 
Classroom discussion on the 7Cs of 
effective communication (i.e. Clear, 
Concise, Concrete, Correct, Coherent, 
Courteous and Complete), 
 
Chart making on elements of 
communication. 

03 

2. Demonstrate 
verbal 
communication 

Verbal communication 
 
Public Speaking 

Role play of a phone conversation, 
 
Group exercise on delivering a speech and 
practicing public speaking 

02 

3. Demonstrate non-
verbal 
communication 

Importance of non-verbal 
communication, 
 
Types of non-verbal 
communication, 
 
Visual communication 

Role plays on non-verbal communication, 
 
Group exercise and discussion on Do’s 
and Don’ts to avoid body language 
mistakes, 
 
Group activity on methods of 
communication. 

02 

4. Use correct 
pronunciation 

Pronunciation basics, 
 
Speaking properly, 
 
Phonetics, 
 
Types of sounds 

Group exercises on pronouncing words, 01 

5. Demonstrate the 
knowledge of assertive 
communication style 

•   Important 
Communication styles, 
•      Assertive Communication, 
•   Advantages Of Assertive 
communication, 
•   Practicing Assertive 
communication. 

•   Group discussion on communication 
styles, 
•   Group Discussion On Observing and 
sharing communication styles. 02 
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6. Demonstrate The 
knowledge of saying 
no 

• Steps For Saying“No” 
• Connecting 
Words(Conjunctions) 

•    Group Discussion On How To 
respond, 
•    Group Discussion On How To Say 
‘No’ 

01 

7. Identify and use 
parts of speech in 
writing 

•  Capitalisation, 
•  Punctuation, 
•  Basic Parts Of Speech, 
•  Supporting Parts Of 
Speech 

•    Group Exercises On Identifying parts 
of speech, 
•    Group Activity On Constructing 
sentences, 
•       Group exercises on nouns. 

02 

8. Write Sentences and 
paragraphs 

•  Parts Of A Sentence, 
•  Types Of Object, 
•  Types Of Sentences, 
•  Paragraph 

•   Exercises On Making Sentences, 
•   Activity On Active And Passive 
voice, 
•   Assignment On Writing Different 
types of sentences. 

01 

9. Communicate With 
people 

•   Greetings, 
•   Introducingselfandothers 

•    Role-play on formal and informal 
greetings, 
•    Role-play introducing someone, 
•    Practice session and group discussion 
greeting different people 

01 

10. Introduce Yourself 
to others and write 
about oneself 

•       Talkingaboutself, 
•    Filling Out A Form To 
Write About self 

•    Practicing Self-introduction to write 
about self, 
•    Fillingupformstowriteabout self 

01 

11. Develop 
questioning skill 

•  Main Types Of 
Questions, 
•  Forming Closed And 
Open ended questions 

•    Exercise On Asking Different types 
of questions, 
•    Group Activity On Framing Open 
ended and close ended questions. 

01 

12. Communicate 
information about 
family to others 

•    Namesofrelatives, 
•    Relations 

•    Practicetakingaboutfamily, 
•    Role-plyo talking about family 
members 

01 

13. Describe Habits 
and routines 

•      Concept Of Habits And 
Routines 

•    Group Discussion Habits And 
routines, 
•    Group Activity On Describing 
routines. 

01 

14. Ask or give 
directions to others 

•      Asking for directions to 
place, 
•      Giving Directions For 
Place. 

•    Role-play on asking and giving 
directions, 
•    Identifying symbols used for giving 
directions. 

01 

Unit 2: Self-management Skills – III 

Learning Outcome Theory(10 Hours) Practical(15 Hours) 25 

1. Identify and analyse 
own strengths and 
weaknesses 

•     Knowing yourself, 
•     Identifying strengths and 
weaknesses, 
•     Difference Between Interests 
and abilities. 

•      Activity On Writing Aim In Life, 
•      Prepare a worksheet on interests and 
abilities. 

02 
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2. Demonstrate 
personal grooming 
skills 

•     Guidelines For Dressing 
And grooming, 

•      Role-play on dressing and grooming 
standards, 
•      Self-reflection activity on dressing and 
grooming. 

02 

3. Maintain personal 
hygiene 

•     Importance Of Personal 
Hygiene 
• 
 Threestepstopersonalhyg
iene 
•  Essential Steps Of 
Handwashing 

•      Role-play on personal hygiene, 
•      Assignmentonpersonal hygiene. 

02 

4. Demonstrate The 
knowledge of working 
in a team and 
participating in group 
activities 

•     Describe The Benefits Of 
teamwork, 
•  Working in a team. 

•      Assignmentonworkingina team, 
•      Self-reflection on teamwork. 

02 

5. Descibethe 
importance of 
networking skills 

•     Benefits Of Networking 
Skills, 
•     Steps To Build Networking 
Skills. 

•      Group Exercise On Networking 
inaction, 
•      Assignment On Networking Skills. 

01 

6. Describethe 
meaning and 
importance of self-
motivation 

•     Self-motivation, 
•  Types Of Motivation, 
•     Qualities Of Self-
motivation. 

•      Activity On Staying Motivated, 
•      Assignment On Reasons hindering 
motivation. 

02 

7. Set SMART goals •     Meaning Of Goals And 
Purpose of goal-setting, 
•     Setting SMART (Specific, 
Measurable,Attainable, 
RealisticandTimebound)goals 

•      Assignment on setting SMART goals, 
•      Activity on developing long- term and 
short-term goals using SMARTmethod. 

02 

8. Apply time 
management strategies 
and techniques 

•  Time Management, 
•     Steps For Effective Time 
management 

•      Preparing Checklist Of Daily activities, 
•      Preparing To-do-list. 

02 

Unit 3: Information and Communication Technology Skills – III 

Learning Outcome Theory (08 Hours) Practical(12 Hours) 20 
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1. Createa 
document on 
the word 
processor 

•     IntroductiontoICT, 
•     Advantages of using a word 
processor, 
•     Working with Libre Office 
Writer 

•     Group activity on demonstration and 
practice of the following: 
•  Creating New Document 
•  Typing Test 
•  Savingthetext 
•     Opening And Saving File In Microsoft 
Word/LibreOffice Writer 

02 

2. Identify Icons 
On the toolbar 

•     Standarduserinterfaceof 
LibreOfficeWriter 
•  Statusbar, 
•  Menubar, 
•  Toolbar 
•  Making Text Bold 

•     Groupactivityonusingbasic 
userinterfaceofLibreOffice Writer, 
•     Group Activity On Working With 
MicrosoftWord. 

02 

3. Save,close,ope
n and print 
document 

•  Saving Document, 
•  Closing Document, 
•  Opening An Existing 
Document, 
•  Printing Document 

•     Group activity on perform functions for 
saving,closing and printing documents in 
LibreOfficeWriter, 
•     Group activity on performing the 
functions to save,close and print documents. 

02 

4. Formattextina 
document 

• 
 Changeingstyleandsizeof
text 
•  Aligning Text, 
• 
 Cutting,Copying,Pastingt
ext, 
•  Find And Replace 

•     Group activity on formatting text in 
Libre Office Writer, 
•     Group Activity On Formatting text in 
Microsoft Word 

02 

5. Check Spelling 
And grammar 
in a word 
document 

•     Starting Spellchecker, 
•     Short-cut menu for spell 
checker, 
•     Autocorrect Spelling. 

•     Group activity on checking spelling and 
grammar using LibreOfficeWriter, 
•     Group activity on checking spelling and 
grammar using MicrosoftWord 

02 

6. Insert lists, 
tables, 
pictures,and 
shapes in word 
document 

•     Inserting Bullet List, number 
list in document, 
• 
 InsertingTablesindocume
nt, 
• 
 InsertingPicturesindocu
ment, 
• 
 InsertingShapesindocum
ent, 

•     Practical Exercise Of Inserting 
listsandtablesinLibreOffice Writer 

03 

7. Insert Header, 
footer and page 
number in a 
word document 

•     Inserting Header, 
•  Inserting Footer, 
•  Inserting Page Number, 
•     Inserting Page Count 

•     Practical Exercise Of Inserting header, 
footer and page numbersinLibreOfficeWriter 
and Microsoft Word. 

03 

8. Makechange 
By using the 
track changes 
options word 
document 

•     Tracking Option 
•  Manage Option 
Comparedocuments 

•  Group Activity On Performing 
trackchangesinLibreOffice 
WriterandMicrosoftWord 

04 
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Part B: Vocational Skills 

Unit 1: Introductioin to IT-ITeS Industr 

Learning Outcome 
Theory 
(08 Hours) 

Practical 
(07 Hours) 

Duration  
(15 Hrs) 

1. Describe IT and 
ITeS 

Meaning of IT and ITeS, 
 
Grwoth of IT sector in India, 
 
BPO companies, 
 
Scope of ITeS in India, 
 
Employment trends in ITeS 
sand Outsourcing, 
 
Different sectors in 
outsourcing, 
 
Call Centre, KPO 
 
IT services outsourcing, 
 
Trends in BPO industry, 
 
Technologies in outsourcing, 
 
Voice process – Inbound and 
Outbound calls 

Visit the IT-IteS industry and note down 
their work, 
 
Collect the information about the global 
and national growth in IT-ITeS sector, 
 
List the employment trends in ITeS sector, 
 
List the different sectors in outsourcing, 
 
List the IT services in outsourcing, 
 
List the trends and technologies in 
outsourcing, 
 
Write about the voice process – inboud 
and outbound calls. 

20 

Unit 2: CRM Domestic Voice Representaive Training 

Learning Outcome 
Theory 
(10 Hours) 

Practical 
(10 Hours) 

Duration 
(20 Hrs) 

1. Get the training of 
CRM Domestic 
Voice 
Representative 

Purpose of training of CRM 
Domestic Voice 
Representative, 
 
Role and Responsibilities of 
CRM Domestic Voice, 
 
Personal attributes of CRM 
Domestic Voice, 
 
Professional skills required by 
CRM Domestic Voice 

Identify the purpose of training of CRM 
Domestic Voice Representative, 
 
List the Roles and Responsibilities of 
CRM Domestic Voice, 
 
List the Personal attributes of CRM 
Domestic Voice, 
 
List the Professional skills for CRM 
Domestic Voice. 

20 
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DETAIL SYLLABUS 
CLASS - XI 
SEMESTER – II 
 
Part A: Employability Skills 

Unit 4: Entrepreneurial Skills–III 

Learning Outcome Theory(10Hours) Practical(15Hours) 25 

1. Differentiate 
between 
different kinds 
of businesses 

•     Introduction To 
Entrepreneurship 
•     Types of business activities – 
manufacturing,trading and 
service. 

•  Roleplay On Different Kind 
Of business around us. 

03 

2. Describethe 
significance of 
entrepreneurial 
values 

•  Values of an 
Entrepreneur, 
•     Case Study On Qualities Of 
An entrepreneur. 

•  Roleplay On Qualities Of An 
entrepreneur 

03 

3. Describe The 
attitudinal 
changes 
required to 
become an 
entrepreneur 

•     Difference between the 
attitude of entrepreneur and 
employee. 

•  Interviewing employees and 
entrepreneurs. 

03 
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4. Describe The 
importance of 
thinking like an 
entrepreneur 

•     Problems Of Entrepreneurs 
•  Problem-solving, 
•     Thinking Like An 
Entrepreneur To solve problems. 

•  Group Activity On Identifying 
and solving problems 

04 

5. Generate 
Business ideas 

•     The Business Cycle, 
•  Principles Of Idea 
Creation, 
•  Generating A Business 
Idea, 
•     Case studies. 

•     Group Activity To Create 
business ideas. 

04 

6. Describe 
Customer needs 
and importance 
of conducting a 
customer 
survey 

•     Understanding Customer 
Needs 
•     Conducting Customer Survey 

•     Group Activity To Conduct A 
customer survey 

04 
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7. Create Business 
plan 

•     Importance Of Business 
planning, 
•  Preparing A Business 
Plan, 
•     
Principlestofollowforgrowinga 
business, 
•     Case studies 

•     Group Activity On Developing A 
business plan 

04 

 
 
Unit5: Green Skills–III 

 

Learning Outcome Theory(07Hours) Practical(08Hours) 15 

1. Describe 
importance of 
the main sector 
of the green 
economy 

•     Important Sectors Of The 
Green economy-
Agriculture,Energy 
resources,Construction, 
Fisheries, Forestry, Tourism, 
Transport,Water Management, 
Waste Management, 
Manufacturing,Industry. 

•  Group Discussion On Sectors 
Of green economy, 
•  Poster Making On Various 
Sectors for promoting green economy 

06 

2. Describe The 
policies for the 
green economy 

•     Policies For A Green 
Economy 

•     Group Discussion Initiatives for 
promoting the green economy, 
•     Writinganessayorshortnoteon 
initiative for promoting the green 
economy. 

03 
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3. Describe The 
Major 
greensector/are
a and the role 
of various 
stakeholders in 
green economy 

•     Stakeholders In The Green 
economy 

•     Group Discussion On The Role 
Of stakeholders in green economy, 
•     Makingsolarbulbs. 

03 

4. Identifytherole
of government 
and private 
agencies in the 
green economy 

•  Role of the government in 
promoting a green economy, 
•  Role Of Private Agencies 
In promoting green economy. 

•     Group Discussion The Role Of 
government and private agencies 
promoting green economy. 
•     Preparingpostersongreen sectors. 

03 

 
Part B: Vocational Skills 
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DETAIL SYLLABUS 
CLASS - XII 
SEMESTER – III 
 
 
Part A: Employability Skills 
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Part B: Vocational Skills 
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DETAIL SYLLABUS 
CLASS - XII 
SEMESTER – IV 
 
 
Part A: Employability Skills 
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Part B: Vocational Skills 
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