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SECTION A — (10 × 2 = 20 marks)

Answer any TEN questions.

Explain/Define

1.   Communication.
2.   Collection letter.
3.   Curriculum vitae.

4.   F.O.R.
5.   Letterhead.

6.   Informal report.
7.   Minutes of meeting.
8.   Body language.

9.   Dictaphone

10. A.I.D.A.
11. Offer letter.
12. Executive summary.


                         SECTION B — (5 × 5 = 25 marks)

Answer any FIVE questions.

13. Explain the principles of communication.

14. Write a letter to your suppliers pointing out the poor quality of cloth sent by them, which 
      has caused loss to you. Ask for the reimbursement of the loss.

15.Draft a testimonial by an employer to be given to an employee who is joining in a 
      Government Organisation.

16. Write the merits of video-conferencing and websites.

17. Messers. Ram and Co., Surat, are interested in the purchase of a large variety of woolen 
      goods. Write a letter to a manufacturer asking for samples, prices and terms.

18. State the objectives of circular letter and sales letter.

19. What is a formal report? What are the checklists for compiling a report?

SECTION C — (3 × 10 = 30 marks)

20. Compulsory question-(case study)   :                                            (1×10=10)

Devendra Kumar Jain has sent a complaint letter to Godrej Refrigerators .The text of the letter is given as under.
I purchased Godrej Refrigerator (Model: Ultra, 200 lt.) on September 10, 2010.

There was cooling problem in my fridge.  The first complaint which I made to Godrej Service Centre   (Toll Free No. 1800225511) was on 15th September, 2010.  Since then I am struggling to resolve this problem. Following are the details of the work carried by the Godrej technicians so far.
1. In first visit, the technicians said that the filter of my fridge got choked and they replaced the filter and filled the gas again.
2. Within 2 months again the cooling problem was observed. This time Godrej technicians told that the condenser was leaking so they have to replace the condenser. This idea they gave without doing any tests on the functioning of the condenser. When asked how could they decide like this, they shrugged their shoulders and replied indifferently. “Experience”. They replaced the condenser on 1st December, 2010.

3. The cooling problem returned on the next day. This time the technicians found fault with the relay which was installed along with compressor and changed it.

4. Again on 6th March, the cooling problem was found again. The Godrej technicians removed the relay of the compressor and tried to connect the testing wire with the compressor terminal. In this process the compressor winding got short circuited and a blow sound came. Part of electrical wiring in my house got damaged. I was left with a damaged compressor and house wiring.

At this point, the technician and his manager left my house placing blame on the erratic power supply in my house. The Allegation is not correct. I am struggling since last 5-6 months to get my fridge repaired. If a manufacturing company like yours known for quality, troubles me like this, I don’t know who else will be able to help me.

1. Do you like to help me or drive me to move consumer court or go to media with this story?                                                                                                                                                  

(5 marks) 

 2. As a Customer relations manager, analyse the situation and find what has gone wrong and who is responsible in this case?                                                                                       (5 marks)     

 Answer any 2 questions:                                                                                             (2×10=20)

21. Explain the methods of communication

22. Compile a press release announcing a seminar-cum-workshop being  organised  by your                   

      company and inviting participants.

23. What are the basic skills and techniques for talking to people in various business situations- 
      face to face, telephone and through e-mail? 

24.  (a) What details should be given in a letter inviting a candidate for an interview     (5 marks).

       (b)  Draft an appointment letter.                                                                                 (5 marks)
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