MARKING SCHEME
CLASS 10™

BANKING FINANCE SERVICES & INSRUANCE

Q.NO | ANSWERS M
A
R
K
S
1 d) All of above
) U T
2 d) Clients. =) ATgF|
3 a. Accounting term. . SI@T 9T3| 1
4 WEAKER FHSIIT
5 C. pre-sanction visits to the business premises of the customer. TT.
T o ATAATAF TRAT H qa-EiFid f[afel
6 COMMUNICATION HHTT 1
7 a. Brand value
T S °F
8 DEPOSITSSTHT 1
9 b. Integrity b. sT@=dT 1
10 GOOD STANDARDST=T HTh
11 INTERNAL AND EXTERNAL MOTIVATION SIaf¥eh 3 gl S
12 (c) Power on Self-Test (POST) Starts 1
(d) Operating System Starts
(b) Login Screen Appears
(a) Desktop Appears After Login
(c) FeF-oF 9T 9Tk (POST) = BT &
(d) Aol freew = grar g
(b) I &hi femTs o
(a) AT 977 SEhe(T fa@Ts FaT g
13 CNTRL+C 1
14 TRUE=er 1
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Thinks before Making a Decision TR &9 & qgel &=
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MANAGEMENT INFORMATION SYSTEMS

TG FAAT JOTTAT

OR

Central KYC Registry is a centralized repository of KYC records of
customers in the financial sector with uniform KYC norms and inter-
usability of the KYC records across the sector with an objective to
reduce the burden of producing KYC documents and getting those
verified every time when the customer creates a new relationship with

a financial entity. et Farset o =it &1 & aTeat * Faree
IS &1 UF Faid e g, NEH FHT Farsdl AFas i I &
T FATSHT [Wahle &l JqC-SATSAdT 8, ST I297 FarsHt aearasii &
ITITE o T I FH FHAT 3T gL T AT HIAT g A AT
fa<fi=r == % AT UF A97 Y 47T 2
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. Corruption is a form of dishonesty or a criminal offense which is
undertaken by a person or an organization which is entrusted in a
position of authority, in order to acquire illicit benefits or abuse power
for one's personal gain

TETATT TSHTAT AT ATTXIEF I T U &9 g ST TRt =7t a7
T g foaT strar g, o et o sxfpra @y 3 forg sarg ame
ST ¥ AT 9TF T gRIART & & forg srferamme i fRurfa & =iar

ST §

OR

Microfinance, also called microcredit , is a type of banking service
that is provided to unemployed or low-income individuals or groups
who otherwise would have no other access to financial services.
While institutions participating in the area of microfinance most often

provide lending... ATZHIET=AH, oM ATSHERISE AT FET ATAT 8, THh
TRTT T ST AT § ST SIS T i ST AT SARAT AT THGT AT
TR %l ST &, e o sterat A=t |arett 9% s o7 95
Tel (T STATeh ATSHIBISAH & & H AR o qTel HEATT AFEL
YT T&H Fd & ...
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The loyal customer is a person who keeps coming back for more.
This customer frequently browses, shops and supports your company.
A loyal customer may consider other competitors, but often chooses

your company when makingérwwqiﬁﬁmwﬁﬁ%?ﬁﬂﬁﬁﬁ%
T ATIE 7T T2t g T2 UTgS AFL JTSH FdT &, ThA @radr g
ﬁTWWWwﬁ?W% @WWWW

9 A=Y T Al %, AT ST T TH T 3Ty e 2Adl %
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Verbal communication is the act of sharing information between
individuals by the use of speech. Any interaction that makes
use of spoken words is considered as verbal communication.

HIT&eh HATE ATIT F STANT F SATHAT o ST SITARTLT HTSAT LA AT
FTF g1 T AT ATAHIT ST &Il T 9Tat R STTRT FAT § 39 HIEH
FHTE /AT 74T 2




WRITE ANY OF TWO FUNCTION :-Risk taking, Financing.

20 Marketing activities, Idea generation, Organizing &1 #7978 & #15
FISTT

21 “Banking Ethics is commonly coming to realize what is correct or
wrong in the work place and making the right decision 3T
ATTHAT AHAR 9T T HEHH Fd ol g T FwEerd 9% #bw
T 2 A T e e aE R A

22 a) Transparency
b) Time Saving.
c) Fast working.
A )aTeaterar
) FHT & F=@
T) St F FH FEATI

23 1.customer insolvent, 2.medical issue , j3.obless, 4.business windup,
5.bank poor management ANY THREE REASON
1.aTes fearter, 2. T gt aae, 3.3@ g, 4.9 93,
5.9% & GO YG4T Fle dF w0

24 A query being received repeatedly from a customer points towards a
knowledge gap on the part of the microfinance executive and/or
absence of effective communicationT& UTg#® & TC-ATX ITH g
FTAT FET ATSHIEIEAT TasFgfed hl AT F AW 6 FAT
/AT AT FAT 6T FAqIredfa H AT TATRT FAl gl

25 IMPORTANCE OF POST SALE SERVICE

Nurturing and Promoting Customer Loyalty :

Enhancing Reputation of the Company:
Improvement in Existing Products
Development of New Products

Streamlining Customer Service Process
ANY THREE POINT ON THIS ANSWER

OR

Collection Process under Microfinance: -
Analysis of Case Study: -

Contact with Individual (Client)
Assessment:

Providing alternative suggestion
Securing Payment Commitments:-
Recording Collection activities

Follow up:-

Collection Process under Microfinance: -
Analysis of Case Study: -

Contact with Individual (Client)




Assessment:

Providing alternative suggestion
Securing Payment Commitments:-
Recording Collection activities
Follow up:-

1. 9% I T &7 g
B ATEH TRIERT Il TEMET 4T T FETar AT

BT T TS qETET:
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SIEIEEGE
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The easiest thing to say is that microfinance covers a certain segment
of the excluded market with targeted products, while financial
inclusion looks at everyone who is excluded and the full range of

servicestheyneedﬁﬁaﬁﬁﬁmWWT{%%
HATSHIEIEAE AT SATEl F AT dgehd aT9¥ F TH [fg
G F FAC FAT 8, Tafh AT quraaT 39 Gd9T 7 3=@adr g
S FT8Y T@r AT § ST "qarslt & T Ja@dr fif I&7d 2
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A defaulter is a borrower who fails to deposit or deposits with




inordinate delay the scheduled installments/interest on their due
dates. The default in loan accounts is basically of two types:

It could be due to circumstances which are beyond the control of the
borrower, or

The borrower is having the meanbs to repay the loan but is not doing
so intentionally, such a borrower is called “wilful defaulter”.

OR

There may certain reason when bank need to update the settlement
status in below listed conditions:

1. A One Time Loan settlement is when the lender agrees to accept a
lesser amount than the entire amount that is due and agrees to
waive off or write off the rest of the amount.

2. The customer is unable to repay the amount and the bank may
agree under certain circumstances and if, the reason is genuine, such
as job loss or a medical emergency, etc.

3. The bank may allow the settlement only after a certain period, say
one year.

4. The bank will close the loan in its books and the borrower will no
longer be a loan customer for the bank

fSwTeeY TF UHT FSQ gidl g S [Heifid fhedt/ st &
g arfie o SmT #2997 J=T FA ° et 1 4 A
TEAT Bl @t § 9F g BT § & TR A A

o g I TREATTAT F FIOT & TFaT & ST IUHAT & (AFA0
H AL 8, AT

o IYTTHAT & ITH R0 AT 6 ATeF § AT a8 ATHTLHART
THT A5l FT @0 8, UH IgTehal #f "faaper Rwiee” Fer San
2l

. pil

T FEON E THRA § 9 F A1 A= gAag Rafat § faew
fRafq #r sE@T w2 & aeFwar g

1. THAeT R0 F9e™ aa a1 § S F|oerar T aF T "
F T =i Fw F o wewa gar & oo wfr A
ATH FIA AT 9 @ § SA & (o0 dgad grar gl

2.91eF TR FH § saed g v 9% gy aRfafadt § qeed
2T TqHRAT § i AT FO amafas g, A9 F AT geAr v
rfercaT smuma feafq, snf=)

3.9% uH Afeq @ty 99 uF auv F 9« gf Mdem & aga
ERET I

4. 9% AT [EAHI H WO GF FT T S SALHAT AT 9% 6
forT =&w aTeF T @
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SCHEDULE AND EXECUTE FOLLOW-UP VISITS BY MICROFINANCE
EXECUTIVE

Scheduling a Visit

Time of the visit: Day of the visit




Place of the visit: Informing the customer beforehand

Executing a Visit

Perusal of Daily List

Updating information about the customer:

Carrying out the visit:

After the visit:

OR

What is MUDRA Loan?

Micro-Units Development and Refinance Agency (MUDRA) is a
scheme offered under the Pradhan Mantri MUDRA Yojana (PMMY).
Launched in 2015, the scheme allows you to avail of business loans of
up to INR 10,00,000 based on the different categories of MUDRA
Loan schemes. All public sector banks, regional rural banks, co-
operative banks, private sector banks, micro finance institutions,
non-banking finance companies (NBFC), and foreign banks can lend
up to INR 10 Lakhs to small borrowers for non-farming businesses.
Types of MUDRA Loans

The government has categorised the Mudra loans into three types
based on the funding needs of the micro-unit or the entrepreneur.
The loans are categorised as under:

MUDRA Shishu Loan

Under the MUDRA Shishu Loan, you can avail up to INR 50,000 for
non-farming ventures. Shishu Loan serves well for newer enterprises
for purchasing small-scale machinery or financing other operational
costs. Existing businesses, too, can avail of the loan for smaller
expenses such as renovation or expansion of the establishment.
Micro-industries, self-proprietors, commercial vehicle owners, fruit
and vegetable vendors, etc., are eligible applicants for the MUDRA
Shishu Loan. Salient features include repayment tenure of up to 7
years, no minimum loan amount, no collateral and zero processing
charges.

MUDRA Kishor Loan

The loan amount offered by the MUDRA scheme under the Kishor
Loan category ranges from INR 50,000 to INR 5,00,000. Businesses
can take advantage of the higher loan amount to finance their daily
operations, buy heavy machinery and commercial transport vehicles,
etc. Personal service providers like local grocers, salons, courier
agents, pharmacists, and tailoring shops, too, are eligible to apply for
Kishor Loans.

MUDRA Tarun Loan

The Tarun Loan category of MUDRA Loan offers loan amounts
starting from INR 5 Lakhs to INR 10 Lakhs, with a 3 to 5 year
repayment period. The loan can be availed by aspiring as well as by
established businesses. Newer businesses like start-ups may require
a high amount of working capital. Older companies can use the loan
to revamp or fund office expansion, make the necessary operational
purchases, etc.



https://www.bankofbaroda.in/personal-banking/loans/pradhan-mantri-mudra-yojana
https://www.bankofbaroda.in/business-banking/msme-banking/loans-and-advances/baroda-loan-to-business-correspondents

1. ATSHIEAT U e g1 JArdi &1 aaa-Haior =i
AT LTS

TF AT FT g9 et

AT T qHF: ITAT F7 o

AT T TAT9: ATgH F Tgel o Frod FeAT
s fafse Feorfed &
IFE AT T SATATRA
UTE® & a1¢ H TGl AISE HIAT:

LT FLAT:
¥ F dTe:
T
H&T I FT 82
AqTeA-IMed TaaTie U e USET (MUDRA) Temaa=T
T T (PMMY) & Tgd & ST aTdl U& JeAT gl 2015 #
E H L, Tg ASAT ATHI TET KT JroTel = fafse ot
% I 97 INR 10,00,000 TF & AT KT FT ATH ISTH il
Faafa T 81 weft grEstaE o F §9, e v §4F,
TEANT 9, Fsi & & 9%, gew fBw g@eum, -dtE o
Fafaat (NBFC), i fBzseft §% i7-F =r=mmai F oo g
IATTRATS T 10 AT ®IT T FT KT & TFd g

AT K0T 6 THT

IYFH § ATSHI-IAe T STAT T BT TELAT 6 A TT
ST A & AT T | F(ha a1 gl & &l FEmEr
ENiESRER IR Y

HqaT forgr =T

HqaT fUe) A9 F T2q, AT -FO ITAT F T 50,000 FTT TH
T ATH 33T Fh 21 A9 A Fre o T AT @aT av
¥ aR=TET Anrat & fAameer F o qu swet F fowosser
FH FAT | AISET 2Haa™ ff, e @41 oF Jfas= &
TR AT e & o R’ FT AT 39T A 5l gEH
T, T-ATore, ATOTSTF ATge ATfors, Bl 3T Tooft farerar
arte HqaT forep =& F g 91 sreed g1 ged fEewarst 7 7
FU T HI [AIATT ST, FIe FATH KT (A A1, Fle
TUTPAT Al 3T T THER0 o e 2l

LR ET I

HET AT FIRT heT or 4ot % dgd & ST areft o7 79T
INR 50,000 ¥ INR5,00,000 TF gl AT AIT I FAT %
T, 9 wefied s arfursasw afEgs area sre '@l
F oo 3g =& TIq FT ATH 33T TFd gl ARKTT FAT =TT
S T TR T A, 894, TRAT USie, BT T TS




T THA AT SEEd T & o 9 g1 e &

T qET T

MUDRA @TH il T&UT T AT 3" 58T il AT AT 6
AT 5T 799 T AhT 10 AT T TF 7 T (0 T2
FAT Bl Tog ST AT I AUT FFEET g7 R0l &7 a1
ST T a7 gl TWIE-AT A9 90 FGardl H AfdF qr&m §
FHT ST T SAALTRAT BT Thcll gl AT HAEAT 0T T
SYTRT FATAT & fAeae a1 T & o, saegs aR=mes

29

COMMUNICATION SKILLS

When equipped with these skills, one becomes capable to effectively
interact with others. In the process of communication, better
position to understand others and to be understood by them, is
achieved. Learning and practice of different communication skills
help to achieve expertise in communication. Few are discussed
below.

i. Listening: One should be an active listener. Attentive listening is
active listening which not only helps to understand the subject
matter or the issue well but it motivates the speaker too. Generally,
people listen to react in haste which is not correct. Questions may be
asked to enhance the knowledge of the subject matter/issue rather
than to exhibit own importance. Good listeners are respected by
their colleagues. Following advantages are available to good
listeners.

1. They understand the subject matter/issues involvedbetter than
others.

2. They are in a better position to decide.

3. They are confident enough to suggest alternatives.

4. They motivate the speakers/others to complete the speech/talk
and convey them that they (speakers) have been properly listened
to.

5. Complaints are fewer.

6. Active listening is a vital tool to address the dissatisfaction of the
clients. Response to clients is more considerate from the good
listener officials.

Microfinance Executives are no exception. If they learn and practice
active listening, their problems with clients will reduce. They will
command respect from colleagues and clients.

ii. Speaking: Developing the ‘speaking skill’ is very important for
microfinance executives. Very often they are required to interact
with the clients, colleagues and seniors. Persons equipped with such
skills are able to communicate in a considerate and persuasive
manner. Proper knowledge about the subject matter/issue is
required to decide what to speak. Careful selection of language,
dialect and proper words suitable to the occasion and the clientele,




are necessary, while speaking. Short sentences and simple words are
very useful to have positive impact on the listeners. It is nevertheless
important, ‘how one speaks’.

Considering the occasion and status of the clients, suitable pitch and
tone of the voice should be used in conversation with the clients.
Clarity and volume of the voice depict confidence of the speaker.
Speech leaves a long lasting impact on the clients. While
communicating with others, body language of the speaker should be
supportive. Interestingly, silence is the best speech, sometimes.
Nobody should be hurt by our words or voice. Microfinance
Executive should be aware of it.

iii. Personal Presentation

It is a communication related skill that is capable of affecting the first
impression which the others carry about you. The prerequisite to
have good personal presentation is ‘Self-Belief’. The persons having
belief in them possess a candid confidence. Confident persons when
present themselves like they are, perceived by others, as such. Being
confident is a virtue but egotism is not an acceptable trait. In simple
words, personal presentation is our exposure before others. It is
marketing of our ownselves. A good personal presenter needs
confidence in self and also self-respect. He has to know and accept
himself as such. He should be well aware of positives and negatives
of his character. He is required to trust his capabilities to achieve and
to manage his limitations. He should not over-think about the
opinion of others about him. However, microfinance executive is
supposed to give due importance to his employer, clients and
colleagues.

OR

Cultural Sensitivity

A culture of a particular group of people can be well recognized by its
thoughts, traditions, manners and societal behavior. It is not the
same as nationality. Upbringing and surroundings of the people
influence their culture. Affection for our own culture is but natural.
An indifferent attitude towards other cultures is, however, not at all
desirable. Cultural sensitivity is knowing and being conscious that
similarities and dissimilarities are there in different cultures. Simply,
awareness that people are different and no culture are superior or
otherwise. No comparison of cultures is required. Cultural sensitivity
creates awareness of diverse cultures and also includes the ways and
means to communicate with persons of varied cultures. No
discrimination for any community or culture is the essence of cultural
sensitivity. The people in different cultures have their own values
and beliefs which influence their awareness. Language and dialect
also have an effect on their perception.

Microfinance executives should have flexible and liberal attitude
while communicating with persons of different cultures. A review of
their own values and beliefs is necessary to ensure that their
communication with the persons of other cultures is without any




barricade. It is crucial to respect and to be sensitive enough towards
communities of diverse cultures. While communicating with the
persons of other communities, MEs should use carefully chosen
words so that they are understood well by others. Cultural
sensitivity of a person exhibits abilities and interest to work with
persons of other culture, successfully. The communication with
various community members without any discrimination with a
problem solving attitude also strengthens unity, in the country.
LEIREIN
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TYPES OF POST-SALE SERVICE TO CUSTOMERS




The following types of post-sales services can be rendered to
customers in the financial sector:

Ensuring Proper delivery of Product

The delivery of the product of a company to a customer can be called
proper only if

The product delivered is exactly as per the specifications mentioned
at the time of sale.

The product is in perfect working order, that is, it is it is free of
defects.

The delivery is made promptly, without any delay.

In the context of a microfinance company, ‘products’ are loans,
insurance, deposits etc. as already discussed, it is a part of duty of a
microfinance executive to ensure that the loan given to a customer is
as per his requirements and is disbursed well in time, similarly,
insurance products should match the requirements of the customer,
with all terms and conditions clearly stated. Deposit products should
also be as per saving capacity of the customer and should be
designed keeping in view his future requirements.

Educating the Customer About the Product

Complete knowledge of the features of a product and its usage
should be brought to the knowledge of the customer purchasing it.
For example, in the case of microfinance borrower, the terms and
conditions of the loan, manner in which the loan account and other
features should be explained to the borrower from time to time.

Making Value Addition to the Product and Related Services

Value addition to a product or service means providing some extra
feature or facility without charging for it, or at a reasonable cost. For
example, if extra speakers are provided with a television set, and also
free maintenance for a certain period, these will be called value
additions.

A microfinance loan for business requirements is sometimes
supplemented with a personal loan to meet the consumption needs
of the borrower. Insurance cover can also be provided for the assets
financed, along with life insurance of the borrower. These are also
examples of value addition.

Attending to Queries/Grievances of the Customer and Bringing them
to the Knowledge of Superiors

The microfinance executive should attend to all the queries of
customers promptly. He should keep himself well versed with
policies, schemes and products of his company so as to respond to
the queries then and there. However, if he is unable to so on some
occasion, he should contact his superiors on mobile phone/in person
and get back to the customer as soon as possible




OR

any 3 challenges faced by the banking regarding collection.
qguestionable and improbable. It means that a doubtful overdue or
loan is:

Debtor’s don't have adequately current worth or capacity to pay
overdue or loans

Debtor’s are not adequately supported by collateral

Debtor’s characterized by weakness that calls the potential
liquidation of the debt into question.
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