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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 x 5 = 15 marks)

Answer any THREE questions.

1. What is communication?

556U QST 1| TTmTE cTETeT ?

2. What is CRM?

cumgdansuwimer Ggm L GCLoemearenn cTaTmT6 6TeiTe ?
3. State quality circle.

Sreul_L b LUl @GOILGE.

4. Define Ombudsman.

Ombudsman—efeu.



10.

What is market segment?

shang WMey erammmed ereimen ?
SECTION B — (4 x 15 = 60 marks)
Answer any FOUR questions.

Explain the different types of communications.

S5 Qgm e LOCaum cuamEEHmeT alleaTsE.

Explain the barriers to communication.

saeued Ggm_ Gear senLsaer alleurl.

What are the advantages of CRM?

aumgsanswimer  Ggr L Gwera@renouiler berennaeT

wmeneu ?

What are the elements of a good banking
correspondence?

@ Sops aundl si4ss Qs Y6 sFmmseT wrenel ?
Draft a suitable reply to a customer who has

complained that the quality of paint supplied to
him was not upto the mark.

GODUETET 6l @ el CuDD  eumgsanawimeriler
s sl4555M@ Gurmsswrear Ldd siqsb euamrs.
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11.

12.

Explain the redressal methods for customer
complaint.

QUMGEMESWTT ST S@hd& & o sramid  eulfl
pansamer afleurl.

How to evaluate the customer satisfaction?
Discuss.
aurgsenswreriler werblenme) LHH dleugl ereucumm ?
cleurd).
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