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o FUI AT F @ [ 59 JoT-97 7 JRT § 7 T 597 32 &
Please make sure that the printed pages in this question paper are 7 in number and
it contains 32 questions.

o Jo7-0F 4 qlfe & % ST []F T S TR F G FAC-RAH % FEI- T G [

The Code No. on the right side of the question paper should be written by the
candidate on the front page of the answer-book.

YT 9T F T [0 & FVT & e, FIT H HHIH AT 1]

Before beginning to answer a question, its Serial Number must be written.

o FTCYRTHE % §T H @rel g/ 971 T 8
Don’t leave blank page/ pages in your answer-book.

o FTT-gRaHE B SRFT FF o e Tal AT ST ATHEATAN & i ST fr@r Faw 7 #el
Except answer-book, no extra sheet will be given. Write to the point and do not strike
the written answer.

o GHER] STy U To FoT-TH YT GF9T [T
Candidates must write their Roll Number on the question paper.

° FYI F97 & FUT 37 G {4 8 GEa FW T [ FeT9F g T @@ & TOEr % ST 5
T § i3 4 qar w&hwre T8 AT aam
Before answering the questions, ensure that you have been supplied the correct and

complete question paper, no claim in this regard, will be entertained after
examination.
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A 797 FHF 1 @3 § F & § 597 F¢ 99 T F97 AT &1

Attempt any two questions from question numbers 1 to 3. Rest are compulsory.

[ FreFeTete s |

[ Essay Type Questions ]

1. ST @R H1 § ? dfET @aer @ [ARE & g S 6
What is Banking Transactions ? Describe the modes of Banking Transactions.
AYAT
OR
BeMeE (Kiosk) 6T /T & SN it Jaredl & avi i

Discuss the various services offered through Kiosk Banking.

2. ge-faq s & foe aifed SR Sl & auie i
Describe the communication skills required for microfinance executives.
AYAT
OR
SUHIFT e | & ol - T, $HMER! @ URERIAT W Aie [

Write a note on essential qualities — clarity, honesty and transparency in

consumer behaviour.

[T SO0F 9 |
[ Short Answer Type Questions ]
3. EUSAl q YR TR i TRA i 4
Give the definition of integrity and unfair trades.
4. Tk AU H YA HA dd BRI B A0 BT 4

Explain the factors affecting active listening.

5762

Downloaded from cclchapter.com



10.

11.

12.

5762

(3)
JUSFART B BleNES SfhT B T AT & 7

What are the benefits of Kiosk Banking to Customers ?

Ui et & 989 § quie i

Briefly discuss the various types of customer complaints.

[ & g ST 9 |

[ Very Short Answer Type Questions ]

STEhTHE ST BN & 7

Who is aggressive customer ?

0T Al T T AR B ?

What is meant by loan repayment ?

feospaia SuHieT Qarelt &1 @ ofef § 7

What is post sale customer services ?

U HAT T AR B ?

What is meant by listening skill ?

TR P § AFET &9 B T A § 7
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What is the importance of personal presentation in communication skill ?

HIEET W GREE &l GHE H Ieid Bl

Describe the role of communication of workplace.
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[ TGS 99 |

[ Objective Type Questions ]
NEFT H&deR & 0 &9 g 1
Write full form of abbreviation NEFT.
Heeek UPL 1 QU &Y fdiu) 1
Write full form of abbreviation UPI.
% 9% dyevT AT F9 SN ? 1
When was the Bank's Cheque collection policy formulated ?
A ATeh STegel Tél Gzl
Aggressive (complainer) customer is not an extrovert. (True/ False)
T IS B ST A8 B G @ ol (@ orae ) 1
A reputable company keeps its customers happy. (True/ False)
A A R Bl o1 g B s faeed B (@ orae ) 1
EMIs, are the most popular loan repayment option. (True/ False)
T B AfE A 3 & S ST R (@reft e ) 1
Cash is also known as ........... in physical form. (Fill in the blanks)
Fr=t & @ foes a1 ST & i sTrasaedretl & QX fpar oIl & 7 1
(2) FHEL T FOT @ (b) @At o1 @
(c) eI R & (d) S a4 |
Personal financial requirements of a borrower are fulfilled through sanction of
a:
(a) Working capital loan (b) Term loan
(c) Personal loan (d) All of the above
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21. faspaioeea Qarett |, 91 & 9 fiF-91 &g & °

22.

23.
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(@) STHET ATl

(b) <IHFRAT

(c) U HGE

(d) S gl

Which of the following is concerned with the after sale services ?
(a) Customer loyalty

(b) Profitability

(¢ Customer satisfaction

(d) All of the above

ST At & i B
(a) SE & wE gy

(b) ST R

(c) Sk Rreprd g

(d) Sue a4

Which of the following is concerned with customer satisfaction ?
(a) Proper delivery of the product

(b) Educating the customer

(c) Attending customer queries

(d) All of the above

SYHAIF | GBI & [T, Ghi AP AR B . FEele Bl

Scheduling a visit means fixing the ............ for visiting a customer.
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SUNIERT ERT IR-aR §a g8 e SfK 39T &3l © ¢ 1
() &9 o ARSI H TWh § FH-IA=<A

(b) UGS T F STHE

(© F (a)

@ (a) T (0) &

A query being received repeatedly from a customer points towards :

(a) Knowledge gap on the part of microfinance executive

(b) Absence of effective communication

() Only (a)

(d) Both (a) and (b)

Fret & | $F-|1 S da1 & e © 1
(@) STHET AHEER (b) STHE STEAITHART Bl THII

(c) SUHHRT B TFAR FTA (d) SWE a+f

Which of the following is a part of customer service ?

(a) Greet the customer (b) Understand customer needs

(c) Thank the customer (d) All of the above

Fret & | SF-H alha =@ & s 787 8 7 1
(a) I HEA (b) HHA

(c) ifciishar T & (d) @HEF

Which of the following is not a stage of active listening ?

(a) Receiving (b) Evaluating

(c) Not Responding (d) Understanding
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MEST =Y Bl FT [Gqwar B ?

(a) ¥ (b) Hfer

(c) @& (d) ST |
What are the characteristics of an ideal message ?

(a) Clear (b) Concise

() Accurate (d) All of the above

=1 aer § &l 1 gesT
"The children played football"
Identify the subject in the sentence :

"The children played football"

Sl S T AT B B

Entrepreneur is a risk taker.

=T & | i-|1 SEHl @1 T O © ¢

(a) U8 BT ATl (b) STTHTGLAT

() HeTal (d) T |

Which of the following is a quality of an entrepreneur ?

(a) Initiative (b) Self confidence
(c) Hard worker (d) All of these

HHelE) 'CNG' % U &Y fdiu)

Write full form of abbreviation 'CNG'.

9 WedNT H Seed 9 HAEl H HASEst T B

In a collaborative team, goals and resources are shared.
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(& ora) 1
(True/ False)

1

( e/ o) 1
(True/ False)





