MARKING SCHEME
CLASS 12™
BANKING FINANCE SERVICES & INSRUANCE

Q.no. | Answer Marks
1 a) Shishu Loans T )ferer T 1
2 a) Three years T) & JT 1
3 d) All above =T) SYLE Tt 1
4 (a) Solar energy (T) BT 3 1
5 (d) .txt (27) txt 1
6 c) Easily understood by customer 1

1) AT I AT & THAT ST THAT &
7 External motivation TR I 1
8 a) Eating habits b) Dress code c) Language 1

(M@ frared S IFEre HY) A9
9 Trust and integrity farsaT =i srg=ar 1
10 Recovery FEAT 1
11 CSP ( customer service point) Hroadt (ITee e f&Hy) 1
12 Ctrl+C Ctrl+C 1
13 | can play guitar. # e s Jhat gl 1
14 True T 1
15 One time password T T TTHES 1
16 A standard operating procedure is a set of written instructions that 2

describes the step-by-step process that must be taken to properly perform

a routine activity. SOPs should be followed the exact same way every time

to guarantee that the organization remains consistent.

T T HATae TRt forfera fAgent 1 v 92 8 S =F2or-a2-=2or I

=T quie et g forer Fafea i fater = S & w0 % forg o s

AU THEAYT T gT AT S IHT %8 & ITAA (HIT ST AT U qTih I8

gt o s e o e @A a97 w3
17 Banking organizations gather, hold and use for process in a large amount of 2

sensitive information of customers which includes names of the customer,

phone details of customer, address of customer, identification documents,

employment information, credit and financial information of customers

etc.

ST T TST ATAT § AT il Hogaefie ST SHgT, & e ThoRar

o TorT ITAT i & TS UTgeh o ATH, UTge &1 WA (eawor, ATgeh T udT,

TEATH TEATAST, TSI ol STAHTL, FiS 3T AT T T STty At

ek
18 1. Two or more individuals are required to make any team. 2

2. Feature of interdependence is the foremost requirement to form
a team.

3. People from the team to achieve a certain pre-defined goal.
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Any 2 points (1 marks each point)

1. Tt of S v aama = oo 2 3 v 7 srfes safea £ smaeaswar
RIS
2. UF I AT % oI sreqreataaar i faerodr e ageaot
ATTTHAT 2|
3. & F AT ua A g Faiha @ea & 9 w5 % o)
or

Banking integrity means banking like any other business is completely
based on trust. And trust of the clients comes on a belief that a bank
handles their business with integrity.

TRt stear = Y qvg ST off T avg O a7 st g1 S argaht
T Fersamer =0 foreamer o ot € o e S Sk A e A SHMe e o
TATAAT 2

19 A defaulter is a borrower who is not paying the instalments and/or the
interest on a bank loan as per the repayment schedule.
RhTee U VAT FSiae gIdT & ST [T ST & AT fheat sie/ar
% 0T T SATST T AT qel H2 LT 2ral gl
OR
Trademarks: Trademarks protect branding aspects like phrases, symbols
and words that are used to identify organizations, services and goods.
TTHTE: SSHTE ATTST Tt STH ATHITI, STV ST 9TeaT %0l TEAT T &
TSTATahT ST T, FATA S TECAT 6T TgATH HLA & (o0 T ST 2
20 1. Semantic barriers
2. Psychological barriers
3. Organisational barriers
4. Cultural barriers
5. Physical barriers
6. Physiological barriers
1. ToHfes aram
2. HATISATIAS aTeTd
3. HISATHS ATYTY
4. HTEHIaH aTeTd
5. QT ATy
6. ST aTeTd
any four types (% marks each)
21 e  Motivation.

o  Creativity.

e  Persuasiveness.
e Vision.

e  \ersatility.
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Risk Tolerance.
Flexibility.

Decisiveness.

ST
TAATHFAT|
aqTTe 3
TEHET TITAT)
ST |igeogaT
A AT
IEMIPETI

any four types (% marks each)

22

Different types of customer problem

Holding of the account causes the customer's account to be held
in trouble, which is due to its non-regular use.

The second type is the absence of fingerprint verification, which is
probably not the fingerprint match of many customers, due to
which they are unable to make money on the kiosk transaction.

The third type is minor to major. In this type of problem, the
customer's account is opened when he is less than 18 years of
age. As soon as he completes the age of 18, his account gets hold.

Another problem that Aadhaar seeding also faces is the customer

frfre w2 it aTeE Twer

T T 21S A § ATeh % GTd # (S AT &, S 286 Ao
IYANT 7 FTA o HILUT BT &l

TALT T T e ScaTae &7 7979 8, ST AT9E Fs ATSHi &
FRfiie #= 721 €, o Freor 3 FRaTed amae % 99 T2l HAT 97
w e

TH LG T AT § ATEH KT GTAT I GIAT SATAT g T IHhT 3H 18
T | FHH 1| 18 ATA il SH T 21 &1 SAFT THTIE 2o gl ATl
&l

T 3 FHET SRt |17 e {7 & { grarg

any 3 types (1 marks each)

23

LOAN REPAYMENTS

2

In financial inclusion, all the power links of the loan are to the branch and
after disburse the loan application given by the customer service centre is
transferred to the customer's savings account and the instalment is
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deducted from the customer's account every month. If due to some reason
there is no deposit in the account due to lack of money in the account,
then the customer goes to the link branch and deposits the EMI in his
account
Loan scheme under PMMY Scheme:
Pradhan Mantri Mudra loan scheme has 3 types’ loans: 1

1. SHISHU Loans:

2. KISHORE Loan:
3. Tarun Loans

O T

ot TmTarer #, sor i Y orfxrat o 7 SEY BT 8 i UTeF qHAT hw
ZTT foU 0 T strere iy At e % 978 ITeE F 999 °rd H

TATATA T FY T STAT 8 3% X el ATeeh & @Td & fohed &1 A1 1t gl
ot FoReY 20T & @1 & T Tl I o HIT Grd | ST A2l gidr g, av
UTEe {oieh T § SATHY ST GTd | SUHATS STHT FdT 2l

ST HaAT HT 0T ATSIAT H 3 THTE 6 R0 &
1. forer =
2. e =
3. TEE

24

IMPORTANCE OF POST-SALE SERVICE

1. It enhances customer satisfaction:- efficient rendering of post-sale
services makes the customer happy, and even prompts him to
recommend the products of the company to his friends and
relatives.

2. Builds up a positive image of the company: Customers who are
happy with post-sale services speak positively about the company
and its productivity while interacting with their acquaintances.

3. Enables improvement in product quality: The feedback and
suggestions received by the company representatives while
providing post-sale services enables the company to bring about
further improvements in the product so as to increase its
acceptability among the public.

4. Selling other products: During the course of providing post-sale
services, the company executives come to know the needs of
customers for other products.

5. Increasing Business: All the above positive effects of prompt
after-sale services are certain to result in significant business
growth.

Any three points

forsfY F ST AAT FTHEA -

1. ITZUTEH 6T S8 HT T@TaT &:- Tt & arg &t qarsit 1 o
STAOTEA UTeeh &l GoT FIAT &, 37T TG a 1o SH 79 real e
Trodrama &1 dot & Iearal it FRrerfer v & forw ff ARg wear g

2. AT T U HHIHE i a1dT g ST ATSH faehl a1 6T Favst
g & A 3 Tl 3 67 STaed Fd qHT FAAT A THA
ITITERAT & aTE § THTLTHF 97 F2d 2l
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3. ICITE T I[OTET § T HT GEH a7 22 9l a1 ol 970
TR 2 qHT AT % TTAfAtert g S freas i qaAma Huet
T ICATE | 1T T AT H AT TATA & qT1oh ST & 1 Saehl
THTIAT T2

4, =T TRl HT a=AT: Tt F are T FaT0 IS w9 F S, FAAT
 srferRTiat & srer SeaTat & forg wmgent it sl o a1 § aar
AT 2

5. a9 | gia: oY % v ofter Fast % Suaes asft awrras
TATET 1 5T ®9 F Ageaqut SATaETIe Fwe g

25

Once a customer comes to the fold of a bank, his/her account has to be
managed by representatives of the bank. Managing an account means
looking after the needs of the customer related to the account, and dealing
with various issues that arise from time to time.

The customers whose accounts are brought to the books of the bank by
the BC/BF generally reside in far flung areas. It is not convenient for them
to visit the bank branch frequently for carrying out routine transactions or
for resolving problems/queries related to their accounts. The responsibility
to deal with these customers thus devolves on the BC/BF.

It is also his duty of the BC/BF to ensure that the existing customers remain
satisfied, and do not shift their account elsewhere.

U FTC S &l T S | A7 AT 8, qT SEh @I 0 AT oo o

ST fTar g1 o STTaT 81 @1 o G &7 972 § @Td & Hafad dresh
ST T AT TEAT AT THI-THT T IeqS g aATeAT {5 THEamst o
AT o wTeht o =T /&0 ST 5 o @Tdl § AT ST 8, o $H
T I¥ GZ-TLTS o ATl | Tgd gl [MAHd S9-a & 3T 379 @rai &

T T THEATAT/ITT % THTLT o (o70 aTe-aT S 9TET SITAT 39 (o7,
rAeTSIE el gl 39 T 37 ATl F [de hl [SIHaT<r s l/d 0 i
gt g 1S/ 7 7 ot Fdex g T ag 77 giatea w3 & disEr ares
T T2 3T AT GTAT Fgl ST ST 7 Ll

Or

a) It is enabling the businesses to get insights through different
channels that they can apply to improve customer experience.

b) It helps entire staff from top to bottom management to
understand their customers in a better way and effectively enhance
happiness and loyalty of a customer.

c) It enables businesses to track reviews of a product and /or
services.

d) It helps in finding trends and hidden patterns from unstructured
data and textual information.

T) T AT Fl TS =St & ATeqH | FqG 8 TTH FA § A7 I47d71 ¢
o o UTE e STHE T Sga< aaT & (o0 e w7 9Fd 2|

AY) TE AT ATEHT HT AZAT AL T THAT AT ATgh =l geft 3fiT awrarr &
THTET & & TR % orT U2 & = 3 Yae a9 q¥ F2T% T 732 F:2d7 2
) g TN FT FoReT T /AT FATEA T THIeAT FT & FeA |
AT FATAT 2

3) =g STEEHT 2T S I AT F FATEN A 0 g0 G Fr Frere |
I FAT 8

Any 3 points (1 mark each)

26

a) Interpersonal communication
b) Public communication
c) Intercultural communication
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d) mass media communication
e) Inter personal communication

T) T 69T
EDKIEEIRER:EIES

) Tevmoa e FEARAT
ERIEEIER I IES
FRIESEIRE R IRy
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Unfair trade practices include a broad list of acts which have an essential
trait of involvement of an economic injury brought on by deceptive or
wrongful conduct. However majorly the unfair trade practices can be
elaborated in following manner :-

Unfair misrepresentation, false advertising or representation of a good or
service, tied selling, false free prize or gift offers, deceptive pricing, and
noncompliance with manufacturing standards.

A= SATITT TATAT | 3T FeAT ol U [Aeqd AT AT gl g (o H
JTHE AT AT ATHLOT H I FTAT ATTAF AT T AaT3 =Lrwar grat 2l
SIATTh THE & & A= ATATE TATH T [Aeferied adien & faega ar
ST THAT B: -

S oA ST+, 315 FAsTae A7 FoReT aeq 31 |aT &7 iatate, 94 g2
Tasht, =[S HoT TERTE AT IULTT T TLIhel, ITHaE qod fHeieor, =i fafamtor
HTAT & AT AL-SAATAT|

OR

e  Where disclosure of information is required in accordance with
any rules, regulations and legislation in force.

e  Where disclosure of information is required to comply with the
duty of the bank towards the public at large.

e  Where disclosure in required in Bank’s Interest.

e Where disclosure is made after taking the express or implied
consent of the customer.

o g AR AHT, A= o FTA F FTET =T HT THe 0
AFITF |

o ST A THTH U SIHAT o VT & % F=T BT ITeAT e & oIy
AT T THETHI AT &

o ST YHEIHI A & B § AALTF &l

o ST GATHT UTEH i &L AT M2 dgatd @+ * are T S 2
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REMITTANCE FACILITIES

Remittances are the transfer of funds between parties as a bill, an invoice,
or even a gift. However, "remittance" refers more broadly to the funds
migrants send to their relatives in their home country while working and
living abroad. These are also referred to as worker or migrant transfers.
Types of remittance three:-

Tatkal remittance (Non-Home remittance) — In this type of transaction,
money is transferred from the link branch to any other branch
immediately; the bank can be from any other city or any other state. This is
called instant non-home remittance.

A/c to A/c remittance -In this type of transaction, home two home
transactions are done, for example transferring money from SBI account to
SBI account, this type of transaction is called account to account
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transaction.

ST OTfeAt o = U foe, U AT, AT TgT aF o U SUg & &9 H g+
T gEATALOT g1 greriter, "o srfdrer o w7 7 3 et #r @afia
FEAT g ST TATET 70 F2e 37 fAger § T o S0 o1 <97 H o1
FroqaTai &1 I97a g1 208 A0 A7 TaTeht T T2t Y F77 SATaT 2
ST 3 YT oI -

o TCHTS YTIT (T-F¥] TTT) - TH T & oId-ae H, & il o orar &
TRt oter ot § QA T &2 (3T STrar §; S et orer arge A T
7T ST | T AFAT g1 TH TehTel A T FHgT SATaT 2
e A/c to A/c Remittance - T TohT & e-2«T | ¥ H &1 =T T ei-a {627
STTAT &, SETEL0T % forT SBI =T F SBI @Td | 48 L FTAT, TH TR F
AT T GTT F T H A Fgl S1aT gl
Or
Role of Customer Service Point (CSP)-Financial Literacy
e Visit households, explain & market Bank’s products

¢ Educate customers on RuPay card usage / PIN secrecy
e CSP outlets should have pamphlets prescribed by IBA or Bank

e CSPs to be involved in monthly camps conducted by rural branches to
spread Financial Literacy

e Verification of applicant's details & identification of customer
* Record his verification on a/c opening form

¢ Forwarding of completed a/c opening forms with KYC documents to Link
branch

* Provide permitted banking services
s e A e - e
o EXIH STU, HHATY ST & & SCATGT 1 AIH(ET Fx.
o TSI 1 &Y TS h ITATT/IUT T rare o =< § forfera <
o Hrumdl sreede § sy Av &% g At dFwere g =Ry
o fo=fier TrerTaT 1 YO F * forw grevor erraETet g st
Hrfer farfast & = anfier g
o  STAEF  [AaX ST TTEF 1 TEATH il AT
o  TIAT T % HiH TL IHHT HATTA RIS FL
o [l oITaT T FATSET TEATASIT o AT U7 GTAT @A o BIH ST

AT

o AT ST FATT Y=TH FY
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The key steps to be taken by a BC/BF scheduling visits for interface sessions
with customers are:-

. Planning timing of the visit: This has to be decided after
contacting the customer on mobile or while meeting him. A customer
engaged in a particular activity may be busy at some times, and relatively
free at others. The BC/BF has to fix timing of every visit accordingly.

. Fixing the Day on which the Customer is to be Visited: This has to
be scheduled as per the availability of the customer and his convenience.
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visits on days when the customer is generally away, for transacting
business or for some personal work, should be avoided.

. Deciding the Place where the Customer is to be contacted: The
BC/BF should ascertain from the customer the place where he would
prefer to be contacted.
TS o a1 T The g3t o forg AHt/dHius degforr At gra sega™
T @ F2T &
. ITAT & THT T ATSTAT IATET: T ATgF & AT T HIF FIA T
3O A % a1 77 T s 81 Bl Ererg afafafer & o gan arew 1=
A I & g1 TFAT &, 3T A7 THT | FAUATHT {h a1 Tl g
AT/ ATTE T ET HATHTT T THT I F ST TF FLAT 2T 2
. TEe o o 7 faq AfSra F2ar: <7 reF it ITersgar v ITht
i % sqame gt o S =areu) 39 &1 % 3§ a=41 A1 S
Wwﬁww%ﬁnm%&ﬁﬁ?ﬁm%ﬁqgﬁm@
I T T A0 AT Tt ATEF | Heh 33T AT 8: S 1/d 0
T ATgeh | TdqT AT AT 20 36 ag Foh e o< 50 AT 96e
TN SIS T AFLTFHAT Aol &, TTET/ATE FT T & S Tger

TTEH I TETSA T AT AAAT G=d FHAT AT

e or
Types of post sales services:-

1. Ensuring that the credit facilities to customers are released in time:
The basic purpose of a loan is to enable the borrower to deploy timely the
funds required for running his business enterprise. If there is a delay in
disbursal of a loan, the business plan of the borrower can go awry.

2. Counseling the customer to utilize the loan amount properly The BC/BF
should ascertain that the loan to a customer is used for running the activity
for which it is given and is not spent elsewhere. Using the loan amount
wasteful expenditure

3. Finding out about the additional loan amount needed by the customer
and arranging for the same

4.Making the customer aware of various schemes of bank

aree fereft Fasti & T
. 1. 7 AT FIAT 1 ATl T 07 FIALTT THT T ST 60 ST
g

T 0T T o IL9T SLUTTHRAT &l STIH SAGTHTT IIH I FATH o {70
ATTIAF G Tl THT T T | HEAH THAT g L AT 6 [SFade g §
T I 8 T st oI AT T FeISTa e w1 TS a2T |HhaT gl

2. 3T TLA T 3T STANT T2 % o0 qmeeh 1 owrwst A7 Aeft/Aro i
Tg AT FAT AT o6 UTee & f&am T2 o7 39 Tiafafe & T &

AT 21 ST ITFA T STANRT Fhfa@= 3. ATgeh F1T ATFLTF ATATITh 0T
TTFRT 36 AT | TAT AT 37T I (7T A=A FIAT 4. ATgF 1 56 0l
[EIRKERIEEIEIEEEUC AT
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