
 

  

APRIL 2021 72218/MEM6A/BVW6A 

Time : Three hours Maximum : 75 marks 

PART A — (10 × 2 = 20 marks) 

Answer any TEN questions. 

1. Bring out the importance of communication. 

 uPÁÀ öuõhº¤ß •UQ¯zxÁzøu GkzxU TÖP. 

2. What are the forms of written communication? 

 GÊzx ‰»® uPÁÀ öuõhº¤ß ÁøPPÒ ¯õøÁ? 

3. What are the functions of business 
correspondence? 

 Áõo£ öuõhº¤ß £oPÒ ¯õøÁ? 

4. What is the concept of CRM? 

 ÁõiUøP¯õÍº EÓÄ ÷©»õsø©°ß ÷Põm£õk 
Gß£x GßÚ? 

5. State any three advantages of CRM. 

 uPÁÀ öuõhº¤ß ÷©»õsø©°ß H÷uÝ® 
|ßø©PÒ ‰ßÔøÚ SÔ¨¤kP. 

6. What are the elements of customer service? 

 ÁõiUøP¯õÍº ÷\øÁUPõÚ TÖPÒ ¯õøÁ? 
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7. Define the term Ombudsman. 

 •øÓ÷PÒ AvPõ› GßÓ £uzvøÚ Áøμ¯Ö. 

8. What is the general relationship between banker 
and customer? 

 Á[Q¯º ©ØÖ® ÁõiUøP¯õÍº CÁºPÐUS 
Cøh÷¯ ö£õxÁõÚ öuõhº¦ Gß£x GßÚ? 

9. Mention the advantages of quality circle. 

 uμ _ÇØ]°ß |ßø©PøÍ SÔ¨¤kP. 

10. Write a short note on copra forum. 

 ÷Põ¨μõ ©ßÓ® £ØÔ ]Ö SÔ¨¦ ÁøμP. 

11. What are the bases for market segmentation? 

 \¢øu £S¨¤ØPõÚ Ai¨£øhPÒ ¯õøÁ? 

12. What are the need for marketing research? 

 \¢øu°køP B´Âß ÷uøÁPÒ ¯õøÁ? 

PART B — (5 × 5 = 25 marks) 

Answer any FIVE questions. 

13. Explain any three objectives of communication. 

 uPÁÀ öuõhº¤ß H÷uÝ® ‰ßÖ SÔU÷PõÒPøÍ 
ÂÁ›. 

14. Explain any two barriers of communication. 

 Cμsk uPÁÀ £›©õØÓ uk¨£õßPøÍ ÂÁ›. 
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15. Explain the general features of relationship 
between a banker and a customers. 

 Á[Q¯º–ÁõiUøP¯õÍº ö£õx EÓÂß ußø©PøÍ 
ÂÍUSP. 

16. Explain the elements in the CRM plan. 

 ÁõiUøP¯õÍº EÓÄPÒ ÷©»õsø© TÖPøÍ 
ÂÍUSP. 

17. Explain the role of data warehousing and 
datamining in CRM.  

 ÁõiUøP¯õÍº EÓÄ ÷©»õsø©°À uμÄ Qh[S 
©ØÖ® uμÄ _μ[Pzvß £[øP ÂÁ›. 

18. List out the information that a data warehouse 
may contain. 

 uPÁÀ £sh \õø»°À GßöÚßÚ ö\´vPÒ 
EÒÍÚ Gß£øu £mi¯¼kP. 

19. Explain the nature and scope of marketing 
research. 

 \¢øu°¯À B´Âß ußø© ©ØÖ® Â\õ»zøu 
ÂÁ›. 

PART C — (3 × 10 = 30 marks) 

Answer any THREE questions. 

20. What are the essential features of a business 
letter?  

 ÁoP ©h¼ß •UQ¯ A®\[PÒ ¯õøÁ? 
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21. Discuss the difficulty in implementing CRM in 
competitive environment with example. 

 CßøÓ¯ ÷£õmi _Ç¼À CRM À A©À£kzxÁvÀ 
EÒÍ ]μ©[PøÍ ÂÁõv. 

22. Explain the relationship between a banker and 
customer based in debtor-creditor relationship. 

 Á[Q¯º ©ØÖ® ÁõiUøP¯õÍº öuõhº¤ß 
Cøh°»õÚ PhÚõÎ ©ØÖ® PhÜ¢÷uõº 
öuõhº¤øÚ ÂÍUSP. 

23. Discuss the recommendations of the Goiporia 
committee. 

 Põ´£õ›¯õ SÊÂß £›¢xøμPøÍ ÂÁõv. 

24. Explain the various ways to review and evaluation 
of customer satisfaction. 

 ÁõiUøP¯õÍº v¸¨vø¯ ©v¨¤k® •øÓPøÍ 
ÂÁ›. 
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