
 

  

APRIL 2020 72218/MEM6A/BVW6A 

Time : 1½ hours Maximum : 75 marks 

PART A — (5  3 = 15 marks) 

Answer any FIVE questions. 

1. What are the psychological barriers to 
communications? 

 uPÁÀ öuõhº¤ß EÍÂ¯À uøhPÒ ¯õøÁ? 

2. List out the merits of oral communication. 

 Áõ´ö©õÈ uPÁÀ öuõhº¤ß |ßø©PøÍ 

£mi¯¼kP. 

3. Mention the different types of business letter. 

 ÁoP Piuzvß £À÷ÁÖ ÁøPPøÍ SÔ¨¤kP. 

4. What do you mean by CRM? 

 ÁõiUøP¯õÍº EÓÄ ÷©»õsø©°ß ö£õ¸Ò ¯õx? 

5. What do you mean by customer values? 

 ÁõiUøP¯õÍº ©v¨¦ Gß£uß ö£õ¸Ò ¯õx? 

6. Define the term Banker. 

 Á[Q¯º GßÓ £uzvøÚ Áøμ¯Ö. 
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7. What is a customer of the bank? 

 Á[Q°ß ÁõiUøP¯õÍº Gß£Áº ¯õº? 

8. What do you mean by quality circle? 

 uμ®Ámh® Gß£uß ö£õ¸Ò ¯õx? 

9. Give the meaning of customer base. 

 ÁõiUøP¯õÍº Ai¨£øh Gß£uß ö£õ¸Ò u¸P. 

10. Write a short note on customer day. 

 ÁõiUøP¯õÍº |õÒ £ØÔ ]Ö SÔ¨¦ ÁøμP. 

11. Explain the term customer satisfaction. 

 ÁõiUøP¯õÍº v¸¨v GßÓ £uzvøÚ ÂÁ›. 

12. List out the sources of collection of primary data. 

 •ußø© uμÄPøÍ ÷\P›UP Ti¯ Buõμ[PøÍ 

£mi¯¼kP. 

PART B — (3  10 = 30 marks) 

Answer any THREE questions. 

13. List the different forms of oral and written 
communication. 

 Áõ´ö©õÈ ©ØÖ® GÊzx uPÁÀ öuõhº¤ß £À÷ÁÖ 

ÁiÁ[PøÍ £mi¯¼kP. 
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14. State the benefits of listening skills. 

 ÷PmS® vÓÛß |ßø©PøÍ SÔ¨¤kP. 

15. Explain the different phases of customer life cycle. 

 ÁõiUøP¯õÍº ÁõÌUøP _ÇØ]°ß £À÷ÁÖ £iPøÍ 

ÂÁ›. 

16. Explain the strategies for the success of CRM. 

 ÁõiUøP¯õÍº EÓÄ ÷©»õsø©°ß öÁØÔUPõÚ 

²zvPøÍ ÂÁ›. 

17. Discuss the features of data base marketing. 

 uμÄuÍ \¢øu°¯¼ß Snõv]¯[PøÍ ÂÁõvUP. 

18. Write about the steps in customer data 
integration. 

 ÁõiUøP¯õÍº uμÄ J¸ø©£õmiß £i{ø»PøÍ 

£ØÔ SÔ¨¦ ÁøμP. 

19. Explain the different bases of market 
segmentation. 

 \¢øu £S¨£õ´Âß £À÷ÁÖ {ø»PøÍ ÂÁ›. 

PART C — (2  15 = 30 marks) 

Answer any TWO questions. 

20. Explain the different forms of non verbal 
communication. 

 Áõ´ö©õÈ°À»õ uPÁÀ öuõhº¤ß £À÷ÁÖ 

ÁiÁ[PøÍ ÂÁ›. 
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21. What are the advantages of building customer 
relationship? 

 ÁõiUøP¯õÍº EÓøÁ Pmhø©¨£vß |ßø©PÒ 

¯õøÁ? 

22. Discuss the recent technologies related to 
customer relationship followed in India. 

 C¢v¯õÂÀ Pøh¤iUP Ti¯ ÁõiUøP¯õÍº EÓÄ 

öuõhº£õÚ uØ÷£õøu¯ öuõÈÀ ~m£zøu ÂÁõvUP. 

23. Explain the general and special relationship 
between banker and customer. 

 Á[Q¯º ©ØÖ® ÁõiUøP¯õÍ¸US Cøh÷¯¯õÚ 

ö£õx ©ØÖ® ]Ó¨¦ EÓÄ •øÓPøÍ ÂÁ›. 

24. Elaborate an the grievance redressal procedure 
adopted by the banking. 

 Á[Q SøÓ wº¨£õÍºPÍõÀ HØÖU öPõÒÍ¨£mh 

SøÓPøÍ PøÍÁuØPõÚ ÁÈ•øÓPøÍ ÂÁ›UP. 

———————  


