
  

 

 

B.Com. DEGREE EXAMINATION —  

JUNE, 2010. 

Third Year 

Bank Management 

BANK MANAGEMENT/CUSTOMER RELATIONSHIP 

MANAGEMENT (CRM) 

Time : 3 hours Maximum marks : 75 

SECTION A — (3 × 5 = 15 marks) 

Answer any THREE questions. 

1. What is communication? 

 uPÁÀ öuõhº¦ GßÓõÀ GßÚ? 

2. What is CRM? 

 ÁõiUøP¯õÍº öuõhº¦ ÷©»õsø© GßÓõÀ GßÚ? 

3. State quality circle. 

 uµÁmh® £ØÔ SÔ¨¤k. 

4. Define Ombudsman. 

 Ombudsman–ÂÁ›. 
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5. What is market segment? 

 \¢øu ¤›Ä GßÓõÀ GßÚ? 

SECTION B — (4 × 15 = 60 marks) 

Answer any FOUR questions. 

6. Explain the different types of communications. 

 uPÁÀ öuõhº¤ß £À÷ÁÖ ÁøPPøÍ ÂÍUS. 

7. Explain the barriers to communication. 

 uPÁÀ öuõhº¤ß uøhPøÍ ÂÁ›. 

8. What are the advantages of CRM? 

 ÁõiUøP¯õÍº öuõhº¦ ÷©»õsø©°ß |ßø©PÒ 

¯õøÁ? 

9. What are the elements of a good banking 

correspondence? 

 Kº ]Ó¢u Á[Q Piuz öuõhº¤ß TÖPÒ ¯õøÁ? 

10. Draft a suitable reply to a customer who has 

complained that the quality of paint supplied to 

him was not upto the mark. 

 SøÓ²ÒÍ Áºn P»øÁ ö£ØÓ ÁõiUøP¯õÍ›ß 
¦Põº PiuzvØS ö£õ¸zu©õÚ £vÀ Piu® ÁøµP. 
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11. Explain the redressal methods for customer 

complaint.  

 ÁõiUøP¯õÍº ¦PõºPÐUS wºÄ Põq® ÁÈ 
•øÓPøÍ ÂÁ›. 

12. How to evaluate the customer satisfaction? 

Discuss. 

 ÁõiUøP¯õÍ›ß ©Ú{øÓÄ £ØÔ AÔÁx GÆÁõÖ? 
ÂÁõv. 

——————— 


