7. What do you understand by managing
customer care ? What 1s the need for it ?

e ]
List some customer care etiquettes.
Unit-IV

8. Write short notes on the following :
(a) Memos

(b) Agenda and minutes

9. What do you mean by mechanism of

writing? Explain in detail.
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Section-A

1. Discuss the following :

-(a)

(b)

(©)
(d)
(e)
(f)

(g)

(h)

Telephonic communication

Differentiate  between hearing and

listening
7C’s of communication

Do’s of interview

Gazes

Smiles
Fascimiles
Electronic mail

Section-B

Unit-1

2. Discuss how comrmunication plays a crucial

role in the progress of an organization.
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3. How can listening improve emplovee-

employer relationships ? FExplain® giving

suitable examples.
Unit-II -

4. “Positive thinking can only be achieved when
one is successful. Unsuccessful people can

never be positive thinkers.” Discuss.

5. State the types of interviews. Also, elaborate

the communication skills for interview.,
Unit-III

6. (a) Define non-verbal communication in

your own words, giving an example.

(b) Discuss at least three ways in which
non-verbal communication helps
managers to interact with their sub-

ordinates effectively.
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