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General Instructions to the examinees :

	 1)	 narjmWu gd©àW_ AnZo àíZ-nÌ na Zm_m§H$ A{Zdm`©V: {bI| &

		  Candidate must write first his/her Roll No. on the question paper compulsorily.

	 2)	 g^r àíZ hb H$aZo A{Zdm`© h¢ &

		  All the questions are compulsory to attempt.

	 3)	 àË`oH$ àíZ H$m CÎma Xr JB© CÎma-nwpñVH$m _| hr {bI| &

		  Write the answer to each question in the given answer-book only.
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IÊS> - A

SECTION – A

~hþ{dH$ënr` àíZ (ghr CÎma Mw{ZE) :
Multiple Choice Questions (Select right option) :	 [16×½=8]

	 1.	 _m¡{IH$ g§Mma _| {H$gH$m Cn`moJ hmoVm h¡ ?	 [½]
	 A)	 g§Ho$V			   ~)	 eãX
	 g)	 {MÌ			   X)	 g§Ho$V-{MÝh
		  Verbal communication uses
	 A)	 Signs			   B)	 Words
	 C)	 Pictures			   D)	 Signals

	 2.	 hmd-^md H$m Cn`moJ {H$g_| {H$`m OmVm h¡ ?	 [½]
	 A)	 _m¡{IH$ g§Mma _|			   ~)	 AempãXH$ (J¡a-_m¡{IH$) g§Mma _|
	 g)	 {b{IV g§Mma _|			   X)	 B©-_ob _|
		  Gestures are used in
	 A)	 Verbal Communication	 B)	 Non-verbal Communication
	 C)	 Written Communication	 D)	 E-mail

	 3.	 AmË_-àoaUm _| H$m¡Z ghm`H$ hmoVm h¡ ?	 [½]
	 A)	 Ambñ`			   ~)	 ZH$mamË_H$ gmoM
	 g)	 bú` {ZYm©[aV H$aZm			  X)	 ^`

		  Which helps in self-motivation ?
	 A)	 Laziness			   B)	 Negative thinking	
	 C)	 Setting goals			   D)	 Fear

	 4.	 H§$ß`yQ>a H$mo g\$mB© H$aZo go nhbo h_| Š`m H$aZm Mm{hE ?	 [½]
	 A)	 Cgo Mmby H$aZm			   ~)	 Cgo nwZ: Ama§^ H$aZm
	 g)	 Cgo ~§X H$aZm			   X)	 Iob IobZm

		  What should we do before cleaning a computer ?
	 A)	 Switch it on			   B)	 Restart it
	 C)	 Switch it off			   D)	 Play games
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	 5.	 H§$ß`yQ>a go {H$go X ya aIZm Mm{hE ?	 [½]
	 A)	 nwñVH|$			   ~)	 nmZr
	 g)	 _oµO			   X)	 Hw$gu

		  What should we keep away from the computer ?
	 A)	 Books			   B)	 Water
	 C)	 Table			   D)	 Chair

	 6.	 CÚ_r dh ì`pŠV hmoVm h¡ Omo	 [½]
	 A)	 gmoVm h¡			   ~)	 ì`dgm` MbmVm h¡
	 g)	 Iob IobVm h¡			   X)	 X ygam| H$m AZwgaU H$aVm h¡

		  An entrepreneur is a person who
	 A)	 Sleeps			   B)	 Runs a business
	 C)	 Play games			   D)	 Follow others

	 7.	 CÚ_r H$m H$m¡Z-gm JwU AÀN>m _mZm OmVm h¡ ?	 [½]
	 A)	 Ambñ`			   ~)	 B©_mZXmar
	 g)	 bmnadmhr			   X)	 PyR> ~mobZm

		  Which is a good quality of an entrepreneur ?
	 A)	 Laziness			   B)	 Honesty
	 C)	 Carelessness			   D)	 Telling lie

	 8.	 H$m¡Z-gr D$Om© ZdrH$aUr` h¡ ?	 [½]
	 A)	 H$mo`bm			   ~)	 noQ´>mob
	 g)	 gm¡a D$Om©			   X)	 S>rµOb

		  Which energy is renewable ?
	 A)	 Coal			   B)	 Petrol
	 C)	 Solar energy			   D)	 Diesel

	 9.	 Xo`H$ {H$ggo CËnÝZ hmoVo h¢ ?	 [½]
	 A)	 ZH$X {~H«$s go			   ~)	 CYma {~H«$s go
	 g)	 XmZ go			   X)	 ì`` go

		  Receivables arise from
	 A)	 Cash sales			   B)	 Credit sales
	 C)	 Donations			   D)	 Expenses
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	 10.	 {ZåZ{b{IV _| go H$m¡Z Xo`H$ h¢ ?	 [½]
	 A)	 ZH$X			   ~)	 ^§S>ma
	 g)	 XoZXma			   X)	 \$ZuMa

		  Which of the following is a receivable ?
	 A)	 Cash			   B)	 Stock
	 C)	 Debtors			   D)	 Furniture

	 11.	 gyú_-{dÎm _w»`V: Š`m àXmZ H$aVm h¡ ?	 [½]
	 A)	 ~‹S>o-F$U			   ~)	 N>mÌd¥{Îm
	 g)	 {Z:ewëH$ YZ			   X)	 N>moQ>o-F$U

		  Micro-finance mainly provides
	 A)	 Big-loans			   B)	 Scholarships
	 C)	 Free money			   D)	 Small-loans

	12.	 MyH$H$Vm© {H$gH$m ^wJVmZ Zht H$aVm ?	 [½]
	 A)	 doVZ			   ~)	 {H$am`m
	 g)	 F$U am{e			   X)	 H$a

		  A defaulter fails to pay
	 A)	 Salary			   B)	 Rent
	 C)	 Loan amount			   D)	 Tax

	13.	 AÀN>m g§Mma {H$g_| ghm`H$ hmoVm h¡ ?	 [½]
	 A)	 J«mhH$m| H$mo g§VwîQ> H$aZo _|	 ~)	 J«mhH$m| H$mo ImoZo _|
	 g)	 J«mhH$m| H$mo ^«{_V> H$aZo _|	 X)	 J«mhH$m| go ~MZo _|

		  Good communication helps to 
	 A)	 Satisfy customers		  B)	 Lose customers
	 C)	 Confuse customers		 D)	 Avoid customers

	14.	 J«mhH$ H$s Ü`mZnyd©H$ gwZdmB© H$aZm Š`m Xem©Vm h¡ ?	 [½]
	 A)	 gå_mZ			   ~)	 Agä`Vm
	 g)	 Ambñ`			   X)	 ^`

		  Listening carefully to a customer shows
	 A)	 Respect			   B)	 Rudeness
	 C)	 Laziness			   D)	 Fear
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	15.	 J«mhH$m| H$mo ewëH$ H$s OmZH$mar Z XoZm Š`m H$hbmVm h¡ ?	 [½]
	 A)	 nmaX{e©Vm			   ~)	 {Zînj ì`dhma
	 g)	 AZw{MV ì`mnma ì`dhma	 X)	 ~¢{H§$J {Z`_

		  Not informing customers about charges is
	 A)	 Transparency			   B)	 Fair dealing
	 C)	 Unfair trade practice	 D)	 Banking rules

	 16.	 J«mhH$m| Ho$ à{V B©_mZXma hmoZm Š`m H$hbmVm h¡ ?	 [½]
	 A)	 Z¡{VH$Vm			   ~)	 ^«îQ>mMma
	 g)	 hm{Z			   X)	 X§S>

		  Being honest with customers is called 
	 A)	 Ethics			   B)	 Corruption
	 C)	 Loss			   D)	 Punishment

IÊS> - ~
SECTION – B

[aŠV ñWmZm| H$s ny{V© H$s{OE :

Fill in the blanks : 	 [8×½=4]

	 17.	 g§Xoe ^oOZo dmbo ì`pŠV H$mo ___________  H$hm OmVm h¡ & (àmßVH$Vm©/àofH$)	 [½]
		  The person who sends the message is called ___________. (Receiver/Sender)

	18.	 VZmd à~§YZ h_| ___________ OrdZ OrZo _| ghm`Vm H$aVm h¡ & (AgwIr/gwIr)	 [½]
		  Stress management helps us live a _______________ life. (Unhappy/Happy)

	19.	 H§$ß`yQ>a Ho$ _pñVîH$ H$mo _______________ H$hm OmVm h¡ & (grnr`y/`ynrEg)	 [½]
		  The brain of the computer is called the ___________. (CPU/UPS)

	20.	 H§$ß`yQ>a ~‹S>r _mÌm _| ___________ g§J«{hV H$a gH$Vm h¡ & (ì`dgm`r/S>oQ>m)	 [½]
		  A computer can store large amount of ____________. (Business/ Data)
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	21.	 CÚ_r ____________ g¥OZ _| ghm`H$ hmoVo h¢ & (amoµOJma/AnamY)	 [½]
		  Entrepreneurs help in ____________ generation. (Employment/Crime)

	22.	 Obdm`w n[adV©Z d¡pídH$ ____________ Ho$ H$maU hmoVm h¡ & (VZmd/VmnZ)	 [½]
		  Climate change is caused by global ___________. (Tension/Warming)

	 23.	 gyú_-{dÎm _w»`V: ____________ H$mo gh`moJ àXmZ H$aVm h¢ & (gaH$mar H$_©Mmar/ 
ñd-amoµOJma H$aZo dmbo)	 [½]

		  Micro-finance mainly supports ____________. (Government Servant/ Self-
employed) 

	24.	 D$Üd© g§Mma ____________ ñVa go CÀM ñVa H$s Amoa OmVm h¢ & (CÀM/{ZåZ)	 [½]
		  Upward communication moves from _______ level to higher level. (Top/Low)

IÊS> - g
SECTION – C

bKyÎmamË_H$ àíZ (EH$ `m Xmo n§pŠV _| CÎma Xr{OE) :

Short Answer Type Questions (Answer in one or two lines) :	 [8×1½=12]

	25.	 à^mdr g§Mma Ho$ VrZ {gÕm§V {b{IE &	 [1½]
		  Write three principles of effective communications.

	26.	 H§$ß`yQ>a ñH¡${Z§J go Amn Š`m g_PVo h¢ ?	 [1½]
		  What do you mean by scanning of computer ? 

	27.	 ~H$m`m dgybr go Š`m VmËn`© h¡ ?	 [1½]
		  What does recovery of overdue mean ?

	28.	 ~m`mo_o{Q´>H$ gË`mnZ go Amn Š`m g_PVo h¢ ?	 [1½]
		  What do you mean by biometric verification ?

	29.	 J«mhH$ ImVm| Ho$ à~§YZ Ho$ Š`m VarHo$ h¢ ?	 [1½]
		  What are the ways to manage customer accounts ?
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	30.	 gyú_-{dÎm H$m`©H$mar H$s VrZ ^y{_H$mE± {b{IE &	 [1½]
		  Write three roles of micro-finance executives.

	31.	 g§Mma M¡Zb _| à{VnwpîQ> (\$sS>~¡H$) H$m _hËd {b{IE &	 [1½]
		  Write the importance of feedback in communication channel.

	 32.	 g§Mma H$m¡eb H$s nar^mfm Xr{OE &	 [1½]
		  Define communication skills.

IÊS> - X
SECTION – D

{Z~ÝYmË_H$ àíZ (EH$ go Xmo n¥îR>m| _| CÎma Xr{OE) :
Essay Type Questions (Answer in one or two pages) :	 [3×2=6]

	33.	 Xo`H$m| H$s dgybr H$s {d{Y`m± {b{IE &	 [2]
		  Write the methods of collecting receivables.

AWdm/OR

		  ~¢H$m| Ho$ {bE {d{YH$ àH$moîR> Š`m| _hËdnyU© h¡ ?	 [2]
		  Why is a legal cell  important for banks ?

	 34.	 Jar~ bmoJm| Ho$ {bE gyú_-{dÎm Š`m| _hËdnyU© h¡ ?	 [2]
		  Why is micro-finance important for poor people ?

AWdm/OR

		  {H$Z n[apñW{V`m| _| {H$gr ì`pŠV H$mo MyH$H$Vm© Kmo{fV {H$`m OmVm h¡ ?	 [2]
		  Under what conditions is a person declared a defaulter ?

	 35.	 J«mhH$ go ì`dhma H$aZo H$s C{MV {d{Y Š`m h¡ ?	 [2]
		  What is the proper way to deal with a customer ?

AWdm/OR

		  J«mhH$ g_ñ`mAm| Ho$ g_mYmZ Ho$ Š`m VarHo$ h¡ ?	 [2]
		  What are the ways to resolve customer problems ?
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