APRIL 2021 72218/ MEM6A/BVW6A

Time : Three hours Maximum : 75 marks
PART A — (10 x 2 = 20 marks)

Answer any TEN questions.

1.  Bring out the importance of communication.

saeue) Csmmier WpsHlusgieousms ThSSs Fnmis.

2. What are the forms of written communication?

T(PSF ePOLD FHeUD QFTLTG6T UmSSHET WTena ?

3. What are the functions of  business
correspondence?

curentlu Qgmmder Lentlsear wrenel ?

4.  What is the concept of CRM?
caumgsemswmert 2 pea| Coeragrewuier Csmium(
GTGITLIG) GTGOTGOT ?

5.  State any three advantages of CRM.
saeued  Ggm_mder  Cueramepwuler  gCgenib
BeTanLO&ET epedlener @GDILL(Hs.

6. What are the elements of customer service?

QUM SESWTETT CFMEUSSHTET SnMISHET WTEn6 ?



10.

11.

12.

13.

14.

Define the term Ombudsman.
pepCaer HFlaril eretn LSS euanFwLIm.

What is the general relationship between banker
and customer?

QUBIFWT M  euTGESWTETT  @)6UTSHEhHEE
@aen_Cu Qumgieurer QS TLTL| 6T6TLIZ CTETET ?

Mention the advantages of quality circle.

57 HpHEluler merenosamar @&l [H\s.

Write a short note on copra forum.

Camugm wermd LHH Hm GDLY euenys.

What are the bases for market segmentation?

FHeS u@u&]ﬁ)a;rr@rr SlIg LILIGHL_&ET WTenel ?

What are the need for marketing research?

shansudl(heans <y lieilenr Caameuse wremel ?
PART B — (5 x 5 = 25 marks)

Answer any FIVE questions.

Explain any three objectives of communication.

saeued Qgrimier gCGsand epearm GN&Cameraamer
clleurl.

Explain any two barriers of communication.

@rean(® sseudd Lflorhn shHriuTarsamer afleuil.
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15.

16.

17.

18.

19.

20.

Explain the general features of relationship
between a banker and a customers.

U Wi—eumgSenswmert QLrgl 2 mellen SemenLnsenar
elaTsGs.

Explain the elements in the CRM plan.

umgSeswWmert 2 mesem GO  snniHemer
cllaTsGs.

Explain the role of data warehousing and
datamining in CRM.

aumgsenswrert 2 me| Cooraramwuie sre &HlLmiE
LHOID STe| &rEssHer Linias ellefl.

List out the information that a data warehouse
may contain.

saeued Ul smeneouded erenGearerar  GlEwiglaser
2 @dTeTer eraLiang L iguied (hs.

Explain the nature and scope of marketing
research.

shansullwed  opicilen semenn  WOHMID  eHlFTOSMS
elleurfl.

PART C — (3 x 10 = 30 marks)
Answer any THREE questions.

What are the essential features of a business
letter?

cuanfla L6 (PSS S DSFBIGET WTen6 ?
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21.

22.

23.

24.

Discuss the difficulty in implementing CRM in
competitive environment with example.

@arenpw Gumi g &palles CRM 6 @jwdu(psgieuda
> drer Sywmisamer elleurd).

Explain the relationship between a banker and
customer based in debtor-creditor relationship.
cumidlwuim  bHmIDd  eumgseswrert  Ggmmider
@eufemar sLarmafl HMILD sLaBCSHMT
Qarimdenear allers@s.

Discuss the recommendations of the Goiporia
committee.

smuuriur Guedler ufpgiamysamer efleums.

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

caumgsenswmeart SHmudew wHIGHD  wpepmEHamar
efleurfl.
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