21.

22,

23.

24,

“CRM is possible only by understanding the
market dynamics” — Discuss.

" QUTIq HEsWImeTit 2 mey CuerarenLo FHaG
Qusselwueme Lfibg Gsrdaraugen apaGo srgdin’—
efleurslés.

Explain in detail the CRM process in banking
industry and their responsibility in some
functional area. )

aumdls gepuier eumgsmswurert 2 e Gameareano
Qewegpampsmer. alfleurs &l wHmL - Ao
Qeueum @ ugdseaildr genr Qurmiysener
elarsEs. ‘

Explain the policy on .customer grievance
redressal as per customer protection act,

aumig senawimer e LUMgI&ETUL& FlL gl
aurmig Senswimeriflan GODEMeT Sriugaren
Qamarengsener efleuil.

Define customer satisfaction. How do you measure
customer satisfaction of a Commercial Bank?
IHustrate your answer.

aurmig Senswimertlen $lmLdl euenguim. cuentls eurkidlsaticy
aumg senswinarilen Sl ereueunmy serelLiLBEmg)?
2 miseT LUflene 6l aTé@miser.
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SECTION A — (10 x 2 = 20 marks) .
Answer any TEN questions.

What do you understand by communication?
s&eue AgrLiy upl el sideug wirg?

How to write a business letter?

cuentls BiqHmEIGET GTEUGUMT) GT(LPGIGUMUI?

What is customer relationship management?
QUG EESWITETIT 2 N6 CLOQTEINENLD CrETDITEd Gremenn?
Define customer retention.

QUMY SESWITATIT H58 HEUSSHE CUENTILI).

Why to make a customer comfortable?

UG SMEWITETTHEHEE cuFd THLHSSIeUg en?
What is the need to build loyalty?

fgeungseams o (Heurss CouamTiglLl oUW eremer?
What is service quality?

Caaneu T TS Gremen?

C?\ehfoﬁzsbp Honagemant-



8.

9.

. 10.

11.

12.

14.

15.

State the Methods of resolving grievance.
@@psamar STILgHETaT (pampamer GHLAGS.

Give any two recommendations of Goiporia
Committee.

CamuGuimflwim G(pellen
ufbgiemraEmer H(mHs.

gCsaud Qe

Mention the various sources of data collection.
s Geaflinder uaCan wsmrhsmer Opfelss.
What are the 4’S of customer marketing?
aumgsemaswmeni shenguilwiellen preng ‘S wraneu?
What is market segmentation?
Fheng LIGLILIMIIGY eTEMDITE) eTetman?

SECTION B — (5 x 5 =25 marks)
- ~Answerany FIVE questions: —
Describe the process of communication.
soaue Ggmmiler auflpanpsemer oflersEs.
What are the factors involved in making customer
relations? Explain.
aungEenswmeri e peysaic FRUULOeTer Emyenilaet
wreneu? 6dlems@e.

Explain the benefits of CRM.

aumgsaawrert 2 ma| Ceraweoulier Beraosmerr

afleufl.
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16. -

17.

18.

19.

20. -

What analysis is involved in assessing the value of
a customer? Explain.

@@ eumgsmawrereny wdleu UG LweuG
LGLILMIGSET Wieneu? elaré@s.

Elaborate the various process involved in market
segmentation.

HOS uELUTDeSe)
Qewdpennaamar eflatéEs.

. FRUL@eTer ueGaugmy

How is data managed for customer relationship
management?
QUG SENGEWITATT 2 D6y Guenawenuieds  gye sHener
eréueumm Hlireudliiumi?

Bring out the different types of data.

greyseflen LoGaim cumasmer Aeuafls0smenis.
SECTION C — (3 x 10 = 30 marks):

Answer any THREE questions.

Explain oral and written communication. Describe
their advantages, and the ways you can make it
effective. |

el eufl HYID ETPSG CpeLOTar SaHauD BTy
upBl edeTEES. DFE HEEMOSET LDOHILD mbLi

- Qeuefiliu@sgicusnhaTar cuflsmer clleTs@s.
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