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Time : 1% hours Maximum : 75 marks
PART A — (5 x 3 = 15 marks)

Answer any FIVE questions.

1. What are the psychological barriers to
communications?

S&6U6 CHmTLTder 2 6melluic) L &HET Wmaneu?

2. List out the merits of oral communication.
cumi@mgl S&HEUED Qg m_mYen BTG LD ENGIT
UL g WSl (H&.

3.  Mention the different types of business letter.
cueantls sl sddlen LivGeum euansHMmaT @&MILILG([H 5.
4.  What do you mean by CRM?
QUM SengHWmerT 2 ne| Gemeamenoudle GlLImmeT wimg)?
5.  What do you mean by customer values?
QUG EESWITETT ELIL| 6TGTLISE Ol LIT(HET WITg)?

6. Define the term Banker.

QUBISIWLIT 6T6TD LISSS ner euanFuim.



10.

11.

12.

13.

What is a customer of the bank?

GuUBIS N 6T GUITLG SHENGWITEITIT GTETLIGUIT WITT?

What do you mean by quality circle?
STDEILL LD 6TerLigent ClLIm(merT wimg)?

Give the meaning of customer base.

QUG SESITETIT iq LILIGHL TeTLIS6N ClLITHET S(Hs.
Write a short note on customer day.

QUM SESWITeTT BreT Uml Slm @Gl cuemys.
Explain the term customer satisfaction.

cumig SengWmert HpLid erentn LissSlenen aflour.
List out the sources of collection of primary data.

s  Freysamer GssfléEs salgwl  AFTIBISE®ET
UL g WSl (Hs.

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

List the different forms of oral and written
communication.

aumiGwmfl HMID TIPS sl Cgmmer LwCam)
GUlg QUBIGEET UL g W (H&.
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14.

15.

16.

17.

18.

19.

20.

State the benefits of listening skills.
Cal b dafler perenosaer @& Hs.
Explain the different phases of customer life cycle.

QUM SHESITETT UTP&EMS SLpm&luler LGaum Ligsenar

afleur.
Explain the strategies for the success of CRM.

cumgSengwmert 2 mey Gerarenwuder Ceundlssmer

s Saemear afleur.
Discuss the features of data base marketing.
sre|ger shansudlwedlen @emTdSwnisamer cileurdss.

Write about the steps in customer data
integration.

QUG EESWITETT  FT6| HEPLITLIq6T  Lilg Hlenasenar
updl GDHILIL cuenTs.

Explain the different bases of market
segmentation.

sheng L@GLUMiaier LwGam Hlenovgsamear aleur.
PART C — (2 x 15 = 30 marks)
Answer any TWO questions.

Explain the different forms of non verbal
communication.

aum@omfluleoor  sseaie  CQgrimier  LOCam)
aulg eUBIGEmeT adleurl.
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21.

22.

23.

24.

What are the advantages of building customer
relationship?

QUMGESWITETT 2 penel &L anlilglen BemenLoger
wmeneu ?

Discuss the recent technologies related to
customer relationship followed in India.
@pdwureliler senL 191458 Falqll GUTIGEEHSWTETT 2 e
Qam_irurer sHCUTagW T L Lsms edleuTdlss.
Explain the general and special relationship
between banker and customer.

QUBISWT LOMID  eUMgSamEWTeTheEE G e Cuiwimer
Cumrg wHmID Splily 2 pe| pamaaer alleur.
Elaborate an the grievance redressal procedure
adopted by the banking.

aumd Gop SThurarisermd eHme Gemearariiul L
GDNEMET Hanareugnarer el (pannaaer edleuflés.
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