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o FUF T B A 5 57 F97-77 § JRT §T 8 T 797 13 &1

Please make sure that the printed pages in this question paper are 8 in number and
it contains 13 questions.

o U97-UF H e &1 2 3T /9 T FS TR F G FA-JRAH % FEI-JF T [@)
E3E
[T

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 FYI FIT P TV [VGTT @ FXT G YEw, F97 F HHH T [ord

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

o FUT-YikTH & &F F @] 9,9+ T 881

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

o TUC-YTHE F FaRkET 25 o7 e T& Al o savamagar & hd ¢t fiar gav 7
#Ie)

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

o GUErE ST Ul To FIT-7H §T 3fFvq @) Wed To % SylARAT TG I T Z8 A 7
I SiIT dlea Fel % FU 9T [ FHT F AT T T
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Candidates must write their Roll No. on the question paper. Except Roll No. do not
write anything on question paper and don't make any mark on answers of objective
type questions.

YT J97 & T @7 @ g4 78 GhAkead &7 & B ge7-99 {7 T @& 8, qhEr # T 59

G & g off arar e T& Rar w@Tm

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.

G 59T -

General Instructions :

247

(i) & FoT S &

All questions are compulsory.
(i) F97 &I 1 T 2 TF [T 597 81 T9% 997 6 3% T &1

Question No. 1 & 2 are essay type questions. Each question carries 6 marks.
(iii) 797 FET 3 & 6 7% TG FTNT F97 &1 JA9% o7 4 5% %7 &1

Question No. 3 to 6 are short answer type questions. Each question carries 4

marks.
[OR:#0]

E .

(iv) 797 FET 7 & 12 T% Sy Ta0T J97 &1 Ha% J97 2 TH & &1

Question No. 7 to 12 are very short answer type questions. Each question
carries 2 marks.

(v) 797 & 13 § & (i-xx) TGS J97 &1 T9% F97 1 7% T &1
Question No. 13 has twenty (i-xx) objective type questions. Each question carries
one mark.

(i) F97-97 § qaaey @ Fs QFeT 7& & a9y 6 F ar @ AeerE gea 1 72 F
STRF T97 JaI7 97 7197 81 8 g7 8 @ ol 79 14 797 § @ Faw o & g7

& 8
There is no overall choice. However an internal choice has been provided in
two essay type questions 1 & 2 of 6 marks each. You have to attempt only
one of the given choice in such questions.

(vii) 37T T SHBIJAN FE U9 Gcie &7 HIed

Your answer should be precise and to the point according to the marks.
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GERIGERESS]

[ Essay Type Questions ]

. T e far R IE% @ & AR A Fan) 6

Explain about KIOSK Centre Service and its benefits.

STeE
OR

Gl 5 BT B0 ATAY B9 A ST FHe B 7

How an account closure request is done ?

‘Pl & Ui Hagehierar oX fega fewelt fafam 6

Write a detail note on sensitivity towards 'culture'.

YqT

OR
] 3 ]

E .

e UTEH [l & e § HUS-HF doH W T Ale e

Write a note on enhancing brand value through superior customer service.

[ g ST 997 ]
[ Short Answer Type Questions ]
U0 M- & Y FA1 qEE © 4
What do you understand by pay-roll transactions ?
A YeFE ik bl AT Y 4

Explain the defaulter management process.

feshre ThEOT T B 7 4
What is collect durable ?

P.T.0O.
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6. TAIGRC ¥ ST FT THE o 7 4
What do you understand by attitude ?
[ sfoyg ST 999 ]
[ Very Short Answer Type Questions ]
7. AT AF-3T R ? 2
What is banking transactions ?
8. [l % 1T # Spte T Rl HF F wieT Y SEwE § 7 2
How do excellent post sale services enhance the reputation of a company ?
9. ™ F1 & ? 2
What is confidence ?
10. %% § Y FA FHHI & ¢ 2
What do you understand by cash ?
OO
E .
11. i &= | B8l & eRa s/t & Tm fafe 2
Name any two green jobs in the construction sectors.
12. MIS& IR & 9 1 S © ° 2
What do you know about MIS ?
[ TR 9]
[ Objective Type Questions ]
13. (i) HehaeR CSP & T &Y faray 1

Write full form of abbreviation of CSP.

(i) T EYEE RO G& B 8 o9 A9 FT A § T ST FO1 B FTAF ..o
H 3T Bl 1

Full pre-payment loan is when you ................. payoff your loan before the
loan tenure.
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(i)

(iv)

V)

(vi)

(vii)

(viii) THT T Uh HESHGRE SUREHA hl IHh STEA B [ HA & ¢ Wi f6ar S

(5) 247

TEFH Rieprcer Seqel el gl (7 37a) 1
Aggressive complainer is not an extrovert. (True/False)
gfereqel IO § &9 W@ & [T 8 T & .o ST T B 1
Every business has tobe ................. to sustain in the competitive market.
RTGS & T &9 fiau) 1
Write full form of RTGS.
FOT TR ORI Bl oo fr T T A B B FE 1
Loan repayment is the act of paying back the ................ money to the
lender.
T ST FE H R gEed B OTET R RO AR W B s
2
Financial soundness of a banking company is assessed ................ on
ongoing basis. 1
O 0]
E .

y
(A) e foxig easaesa

(B) STcuhIfcs foriid STasasamy

(C) Sl aH

(D) SWIE | & Haal (A)

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

(B) Short term financial requirements
(C) Both of the above
(D) Only (A) of the above

P.T.0O.
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(ix) F=fomad & @ se-a1 AR o1 @l B Jafid H o 7 1
(A) IYEFH qHRI (B) @ty Ry
(C) SWH § 4§ %adl (B) (D) SWIE & | (A) AR (B) a1
Which of the following refers to irregular loan accounts ?
(A) Substandard Assets (B) Doubtful Assets
(C) Only (B) of the above (D) Both (A) and (B) of the above
(x) PTER G A TEH S 99 S 1
(A) STHEARN & (B) AT o
(C) B e (D) #ftE 9=

Amicable social style customers process :
(A) Non-comparative attitude (B) Unpleasant traits
(C) Pleasant traits (D) Confused thinking

(xi) FISHIBETE THTEged P qem H DI [GHET BT TEw@ TE ol (/) 1
Developing the speaking skill is not important for microfinance executives.
(True/False)
] 3 ]

E .

(xii) IMEH FaT Iepedl Hy SR TBER AEH T &l Hoil o (F/57) 1
Customer service excellence is the key to have satisfied and legal customers.
(True/False)

(xiii) € & SN § Tehl H T AR FGe  qR § AW AA © ¢ 1
(A) SIS T (B) U THHST
(C) SMUS THdT (D) ™ § HE T&

Customer's opinion and feeling about the brand is known as :
(A) Brand value (B) Brand ambassador
(C) Brand equity (D) None of these

(xiv) ST AMeH T T H ST T B [T P & 1
(A) RGP Q9 TR B JHIGT BT
(B) SHT
(C) g
(D) (B) & (C) &
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(7)
Most of the customers use their account for purpose :
(A) Routine payment affecting the balance
(B) Deposit
(C) Withdrawl
(D) Both (B) and (C)

(xv) % % HEH ST TR H q TP S G | ® ¢
(A) TEH TR (B) TH ST TH
(C) SATFITa =g (D) AR

One of the bank's finest asset is understanding of their :

(A) Customer relationship (B) MIS

(C) Personal relation (D) Motivation
(xvi) TN & | B HT H A B @ -
(A) EICATHS IS (B) URER® His
(C) & (D) 8 & aft
OE:#0)
Ean

The ability to work with others is known as :

(A) Organisation skills (B) Interpersonal skills
(C) Initiative (D) All of these

(xvii) Fr=ifefad & & -1 waRels sten 78R 7
(A) FHIAT AH bl I
(B) U< |TEMI STl Hed A hl HH
(C) =i % faeae & w4
(D) SR A @ BH

Which of the following is not an environmental barrier ?

(A) Non-availability of skilled labour

(B) Lack of adequate resources or raw material
(C) Lack of worker's confidence

(D) Lack of requisite machinery
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(xviii) IS T edrll Hfeet G & Y FM H 8, 99 © T 1
(A) e (B) da9 RN Al
(C) FHIT A (D) ZgarEl
Prashant works for Surbhi, who is a business woman, Prashant is an :
(A) Entrepreneur (B) Wage employed person
(C) Skilled worker (D) Businessman
(xix) Frffed & | H9-91 HRF GEbA HaT H TG B & 7 1
A) I TUH (B) 3R
(C) dfafshar 3 (D) TTH § |
Which of the following factors affect the active listening ?
(A) Eye contact (B) Gestures
(C) Giving feedback (D) All of these
] 3 ]
Of e
(xx) SRET BT v H JOTel IR FaEE W AR AERCl & e B e
F B 1
Banking ethics to the system of ................. and rules of the conduct applied

to business.
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