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o Y T F A [ 59 FeT-9H H PR §F 8 7o 997 36 &)

Please make sure that the printed pages in this question paper are 8 in number and

it contains 36 questions.
o U97-YF 7 lfe & # T [79 17 FE TR F BH TACYRATH F JEI-gT GT [rd)

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.
o FYF FIT F T [T & HNT @ Yeer, FeT E HHE ST [

Before beginning to answer a question, its Serial Number must be written.
o JuT-Yiasr & T F @l G/ 9 7 818/

Don’t leave blank page/pages in your answer-book.

o FUCYRdHE F Gk #E T e TE A ST savgmEdgar & @ Siv fiar g 7
#Ie)

Except answer-book, no extra sheet will be given. Write to the point and do not

strike the written answer.
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o GAErEf ST T To FIT-GH GV IFT [ @)

Candidates must write their Roll Number on the question paper.

o YT F%7 % AT 37 @ g7 98 FERad & T & 99T g 7 78 &, ThEr B ITT 59
T § 25 4 qar w@hwre T A @

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.
de: () @ geT S &
All questions are compulsory.
(i) 9% Fo7 % S T @7 _R9 T &
Marks are indicated against each question.
(iii) SfT9% TV HHFEIT &7 BT

Your answer should be according to marks.

[ FrsmeTeeh 59 |
[ Essay Type Questions ]

1. fheles S @ B 7 ol Rdaetl &1 Se@ S 6
What is Kiosk Banking ? Explain its features.

STeE

OR

Ui Rt & Al gt @ avie HifT

Discuss the various types of customer complaints.

5761



(3) 5761

2. ITAF B § TN e fospad daretl 1 auie ] 6

Explain the post-sale services to customer.

AYAT
OR

& o FEUeE & o0 STasad g S W Al o]

Write a note on the communication skills required for microfinance executives.

[ g STAAHD 99 |
[ Short Answer Type Questions ]

3. FEWRT W F=ded & T Jqs| 3

State the advantages of communication at workplace.

4. ZFgEE ¥ AfE g § 9w 7 ARTE § 7 3

What do you mean by ethics in business ?

5. FEE & A 9 T B A e 3

Differentiate between Ethical and Unethical in business.

6. THNEH IRCHI & II TR 3

State the measures of positive outlook.

[ arfer g S99 99 |

[ Very Short Answer Type Questions ]

7. Gfhg O T 8 7 2

What is active listening ?
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10.

11.

12.

13.

14.
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TG JeeF WX T e g

Write a note on Stress Management.

g & F J B ?

What is meant by Co-ordination ?

HiEpicres agasiiadl W & e fafm)

Write a note on sensitivity towards culture.

SRR SRABIT DA T & 7

What is personal presentation skill.

I AT FAT B ?

What is customer service ?

[ TEFS 999 ]

[ Objective Type Questions ]

fpatre ST fohem BT I8 &l T’ .ovveeeeeen. |

Kiosk Banking was introduced by the ............... .

A At W TS & e T % fem S T

No frill account is made for ............ section of the society.
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(Fill in the Blanks)

(G & 7)) 1

(Fill in the Blanks)



15.

16.

17.

18.

19.

20.
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HeheeX ATM % QU &9 e 1
Write full form of abbreviation ATM.

e SfhT A9-3 1 IEET ST 1

Give an example of online banking transactions.

T I S SRR § T W & [ BT =ty (@ & 7)) 1

Every business has to be ............... to sustain in the competitive market.

(Fill in the Blanks)

T ReprRIced], Faerd & qhadl & Y 98d SR ... B B (@l &I )

Passive complainers are the most ............... to a business success.

(Fill in the Blanks)

Fefqet Rl STeagEl Tel Bl (78 T) 1
The expressive complainer is not extrovert. (True/False)
AT T, e ORI & 6 oTasasharell & f HeR feEm S § 7 1

(A) I A w i Tasgshane & o

(B) " A ® foxiiy saeFharet & g

(©) (&) T (B) I

(D) ST F & Fi3 T

A 'composite loan' is sanctioned to a microfinance borrower for meeting his :
(A) Long-term financial requirements

(B) Short-term financial requirements

(C) Both (A) and (B)

(D) None of the above

P.T.0O.



21.

22.

23.

24.
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IEREA | ARRE faciia sasasdharell & Od & g, = & & Si9-91 o1 do 6

S ® 7 1
(A) wrEiEE o (B) AR T

(C) st Toit ot (D) ST H q #g o

Personal financial requirements of a borrower are fulfilled through sanction of
a:

(A) Term loan (B) Personal loan

(C) Working capital loan (D) Any of the above

S QEERICIE I R O 1
(A) #ER Fand (B) e &ard

(C) HifEH W Siear Id (D) ST gt

Value-added services' means :

(A) Costlier services (B) Additional services

(C) Better value at premium (D) All of the above

TR H M B oo | (Grefi &7 %) 1
Customization means ............... . (Fill in the Blanks)
g e, e d @ R wRer Ya A e ? 1
(A) AR & S Bl HH (B) bl & fasard @l &4l

(C) AP 1 IIHN &R (D) S |l

Normally, complaints may arise due to :
(A) Lack of knowledge of the official (B) Lack of confidence of the official

(C) Indifferent attitude of the official (D) All of the above



25.

26.

27.

28.

29.

30.

31.
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5761

The word communication is derived from which word of Latin language ?

e ¥ T o1 T

Colleagues cannot be chosen.

AAE IREHOT TTH T BiEd el ¢l

Driver's approach is not direct and focused.

ITHIN & [SFT FAEE B BT Tl Bl A FheHl|

Survival of a business cannot be imagined with no customer.

HbdER KYC & QU M ford

Write full form of abbreviation 'KYC'.

AR H BT 9% H-91 & ?

Which is the Central Bank of India ?

=1 9 f-a1 9k 2@ @ g § °

(A) i@ (B) EE-9E

(C) mfcifspam (D) IRF a
Which of the following is concerned with active listening ?
(A) Eye contact (B) Gestures

(C) Feedback (D) All of the above

(7E /7)1

(True/False)

(7E /7)1

(True/False)

(&) 1
(Yes/No)
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33.

34.

35.

36.
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Fr=1 9 @ SF-91 afhg 2@ & 9 7 oy 8 7 1
(A) ufafrar 3 (B) i@ o

(C) SIS FTIERT (D) IR ql

Which of the following can be a barrier to active listening ?

(A) Giving feedback (B) Eye contact

(C) Noisy environment (D) All of the above

TS ReIOT AR Bl Taq~ Tl 2 (&7/7) 1
A positive attitude makes a person happier. (Yes/No)
T 7 T §8 TR & R T BedTl e | (@reft & %)
Nutan set-up food restaurant, she was an .............. . (Fill in the Blank)
ARA TR 3 3 A A H9 A B 7 1

When was the new bio-fuel policy announced by the Government of India.

HHeE) 'CNG' % U &9 g 1

Write full form of abbreviation 'CNG'.



