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Banking Financial Services & Insurance
Job Role:- Microfinance Executive

Contents: Part-A )

Month Topic Sub-Topics Page No
Unit 1: COLLECTION OF RECEIVABLES
April Session 1: Microfinance , MFI, Collection Process, Guidelines
May Collection of Loan | for collection, Legal guidlines, Biometric verification -1
Repayments .Tyes, Biometric verification in group Meeting etc
July Session 2: Deposit Cash collected, Sign off the drop,
Reporting to Accounting Formalties for cash collected, Interact
Branch with team, Follow -up and recovery of overdues from 12-22
defaulter,
July Session 3: Compromise settlement, Update
Loan Settlements | settlement,Doubtful overdues,Reason of Doubtful
overdues case, recommend Doubtful overdues case 23.27
for Writing off etc.
August Session 4: Microfinance sector in India,  Proof of loss for
Legal Actions and | insurance claim, report to senior management,
Consequences Report fraudulent activity to  vigilance
cell/deparment, Policy initiatives, Follow -up with 28-38
legal cell for legal actions etc.
Unit 2: MICROFINANCE SERVICES TO CUSTOMERS
August Session 1: Assessing the financial soundness,
Customer Schedules and execute Follow -up visits by | 40-46
Financial Microfinance Exective, Periodically review customer
Soundness financial requirements etc.
August Session 2: Post sale services & post sale service by
Septmber | Post-Sale Services | microfinance executive, importance of post service 47-53
sale etc.
Session 3: Various aspects of customer service,
Customer Managing of customer accounts,
Services Advise customers about Microfinance, Respont to 54.59

customer complaints and queries which are
repetitatve nature, repetitatve complaints,
repetitatve  Queries,inform  and

Customer of new products of Microfinance etc.

advise Advise




Septmber | Session 4: Defaulter, Defaulter of Microfinanace Loan Accounts,
Defaulter Preparing a list of Recovery in case of Default on
Half yearly Management Microfinance loans as per company policy, Report 60-67
Exam Process status of loan recovery of microfiance loan to Branch
Manger etc.
Unit 3 : CUSTOMER -CENTRIC SERVICE ORIENTATION
Session 1: Client Communication,Communication  skills, way of
Relationship and communications Skills, Address Escalated customers
October Grievance concerns, Educate colleagues on good practices on 69-75
Management customerhandling etc.
Session 2: Factors of good communication
. Sensitivity toward language,gender
October Sgfal and Cultyg culture Sensitivity,social factors, Social differences,
Aspects customers, superiors, colleagues etc. 76-83
Session 3: communication at work place, Training  to achieve the
Workplace goals, Coordinate, Collaborate, Train staff to gain
Noverjfoer Communication customer loyalty and satisfaction, Dealing with an
for Customer irate customer etc. 84-92
Service
Feedback and its features, ~ Organize Regular
Session 4: Regular | Feedback Collection as per company SOP,Address
Noveigber Customer problems by quick decision making,Promoteclarity
Orientation honesty and transparency in dealing with customers 93-103
and colleagues,dealing  with colleagues,educate team
even in adverse circumstances to avoid miss selling
and miss information,enhance brand value of the
company through superior customer services etc.
Unit 4: INTEGRITY, BANKING ETHICS AND TEAM WORK
December | Session 1: Banking Integrity, Testing Integrity,
Integrity of Unfair trade, Corrupt practices, refain frominduliding
Banking in unfair or Corrupt practices , maintain record as per 4405.109
Transactions company policies,avoid using company fund for
personal use etc.
Session 2 : Customers  Management  Information  System,
Customers protection of customer information,RBI Rules for
December Management protection of customer information, rules & 110-115
Information Regulation for transparent dealing with customers

etc.




Ethics, avoid mispresentation of information,

Session 3 Ethical practices  of  ethical  behavior  with
January behavior andits customers,colleagues,avoid defaming product and
Implementation services of company in  competitionconsult 116-121
supervisor in differentiating between ethical and
unethical practices etc.
Februa ry | Session4: Customer Relationship Management (CRM), Team
Customer Work and  featuresdeviop  healthy  team
& Relationship environment,bulid mutual trust and factors,exchange
Revision defend and re think idea, support team members 122-130
work,group dec ision making,deal productively with
March conflict ,
Exam




EMPLOYABILITY SKILLS

. Content Part-B

MONTHS TOPIC SUB-TOPIC Pages
May - July Unit=1 Active Listening, steps, parts of
Communication Skills | speech, capital word, 1-12
punctuation, communication
and communication process
August Unit-2 Self Motivation, types, positive
Management Skills attitude, neat orientation, self- 13-21
awareness, stress, goal setting,
personality traits
September Unit-3 Entrepreneur and
Entrepreneurship Entrepreneurship, Qualities, 22-27
Skills barriers, attitude, competencies
October Unit—4 Green Skills Green jobs, benefits of green
jobs, green job in various 28-31
sectors
November, Unit-5 Information Spreadsheet components, data
December & and Communication | formatting, formula, advance
Revision; Technology Skills features, LibreOffice 32-40
January, presentation software, advance
February features, slides
March —  Final Examination 41-44
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BOARD OF SCHOOL EDUCATION HARYANA

Syllabus and Unit Wise Division of Marks

Class 10th Subject: Banking, Financial Services & Insurance(NSQF)
Code: BFI978

General Instructions:

1. There will be an Annual Examination Based on the Entire Syllabus.

2. The Annual Examination will be (60/2) 30 Marks and, External Assessment
(Practical) Examination will be 50 Marks and 20 Marks weightage shall be for
Internal Assessment.

3. For External Assessment (Practical) Examination:
(i) External Assessment- Hand on Skill of 25 (Written 10, Practical 15).
(ii) External Assessment- Portfolio of 10.
(iii) External Assessment- Viva of 15.

4. For Internal Assessment:

(i) For 6 Marks- Three SAT Exams will be conducted and will have a weightage
of 06 Marks towards the Final Internal Assessment.

(ii) For 2 Marks- Half Yearly Exam will be conducted and will have a weightage
of 02 Marks towards the Final Internal Assessment.

(iii) For 2 Marks- Subject Teacher will Assess and give Maximum 02 Marks for
CRP (Class Room Participation).

(iv) For 5 Marks- A Project Work to be Done by Students and will have a
weightage of 05 Marks towards the Final Internal Assessment.

(v) For 5 Marks- Attendance of Student will be Awarded 05 Marks as:

75% to 80% - 01 Marks
Above 80% to 85% - 02 Marks
Above 85% to 90% - 03 Marks
Above 90% to 95% - 04 Marks
Above 95% to - - 05 Marks
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Course Structure

Class 10th Subject: Banking, Financial Services & Insurance

Code: BFI978
Sr. No. Chapter Marks
1 Unit -1 -Collection Of Receivables 16
2 Unit-2 Microfinance Services To Customers 15
3 Unit-3 Customer Centric Services Orientation 10
4 Unit-4integrity, Banking Ethics And Team Work 09
Employability Skills-10marks
1 1. Communication Skills-1 2
2 2.Self Management Skills-1 2
3 3.Information And Communication Technology Skills-1 2
4 4.Entrepreneurial Skills-1 2
5 5. Green Skills-1 2
Total 60/2
Theory Paper(60/2) 30
Practical Examination 50
Internal Assessment 20
Grand total 100




Unitl

Collection Of Receivables

Collection of Loan Repayments | 1-11
Reporting to Branch | 12-22

Loan Settlements | 23-27
Legal Actions and Consequences | 28-38




Collection of Loan Repayments

[ | HISHIBIZAT (Microfinance)

IS IhTE- T QYT faeiia Jar 8 S I 3R 4 3y arel il bt 31fiieh Aeg el & | 38T e
IR I AN b T 3R BT (@) 1 Jfae ugari g, fore Qg st § St § & -1gt fira
TTAT | TS IThIET TRITE SN P 3T 3ATHT &1 H (0=t Jaraii T IR B SRevade altll b
BICT AR BT BT IUTH BRI & | § TGRIT3M & T J HH 3 aTal Afed, Bic IRy, faram,
A T 3R WU TeTId GHE (SHG) 30T 3a<gh T3l & o 01 UTed &R Jobal & | T8 HUT 37
Bl G Y& B, JoFR dgM a7 AT e Rufq gura # A T g1 39 UHR
ZHIBIEAY TR Al 1 SRR S 3R 37 Siia TR 6T 98k B § Agaayui YA
AT

B  Microfinance Institutions (MFls) ﬁﬂﬁ"ﬂ'ﬂﬁﬁ
ﬁﬁﬁﬂﬁ@ﬂ;ﬁ (Microfinance Institutions) mwﬁmaﬁa@mﬁaﬁﬁ@wﬁmﬁﬁa%

1. Small and Short-Term Loans (Eﬁ' 3R &Wﬁ‘lﬁ?m-ﬁ?ﬂﬁﬂ TR AR R UAH
JYRBA B HHRIT BT HU U B 6 | T8 BT SHfUHIR B¢ I R B, IR, H

MICROFINANCE INSTITUTIONS
——— AND CUSTOMERS ———

Financial Inclusion » Empowering Communities » Bullding Better Futuras f'%'\

OUR SERVICES

SAVINGS
370 R
Q INSURANCE fJ §1

. o FINANCIAL
LITERACY

AT

' b

. '-ﬁ_-. IS
&= N MICROFINANCE
| INSTITUTION

(Microfinance Institutions (MFls)

n Microfinance Executive -10th



ST A1 SHD TaAH TS BT T B o fo1T a1 STt g1 B01 Bt 34afey of e &4 gl 8,
ORI IURB I UR Tfe JHY deh ity a131 181 Ul | IS BUIRIRI B b HRU AR BT SHiad 4
HHIGAT G 3R AT AT bl BT SUT BT ol Hebell 3 |

2. No Need for Collateral Security (ﬂﬂmﬁ?&ﬂ (ﬁR‘cﬂ) ®t Wqﬁ)-ﬁ&qmw
HIERI: 3BT ¢ o [T fhdt UbR b1 Hufy, STHiH, HebT AT 31 HedH 9] Dl Rl 7@ &1 Ji
T X ¢ | I8 YT faRivy =0 3 TRIT SR 7 3 oFf o Al o fole Sye e gidl 8, i S
U SR R T v Tufy 76t gielt 1 39 wRord oft ot § farfa e v R urd € ok
31 3T [ap & U R PR TP & |

3. Repayment through Frequent Installments (Frafira sik Bidt-oid fzal o HITdTA) -Y&H
o STt gRT T 71U F5 07 BT YT AR WR WIdIie s, TadTisd a1 dTiyen fewal o farar smar
21 BIA-BIC forxd! & YT &3 I YRG! ! T I1Y Fa1 AT b1 BT ¢a1d Tal gsdll S99
B B B Wb I 1 Ol 8 3R THd TR YA S JUTEHT 56 offal ¢ | Fafia foedl @
SURG1 A foxiTa s o e Ra grarg |

4. Loans for Income Generation and Consumption Purposes (3T Wﬁ TUT IUURT Haeh
SATARTHATSN & g H01)- Y& a0 TR T BT UGH G © (o1 SYANT 31T §G - a1l HI| o
o fopan 1 9o, S BICt g™ WiaHT, Riars &, STt saaumd, HiY a1 3 WRISHR TfafafimT |
& 3ifaRed, I U1 &M, W, @R &1 7Rd, [da1g a1 3= UTRATRS STa=aehdrsl ol GRT 6 &
forg Wt RRuma § 1 ST UBR A BUr i ot Sfdies RUTY YR & Y-y b1 & e SRl bl T T
CRCE RN EHUGIGRG

B AR YR (Collection Process)

FHARM TR &7 Aqd 8 IYR AT T O (@) ST fhedl &1 THT R a9 1 o SURSGAT
(Borrower) B! 30T STH IR B T T & (oY T Bl SR Bl 8, 99 &1 FHUrerar J=IT
(Lender/MFI) & o0 0 UR o) UTW 31T 9gd STl 81T & Tfdh a8 dal Ul GIaRT g @l bl
A H T S | IS YRS THT TR YA a1 Hal, ot TR B S TR g1 Tt 5|
ST IS TS 14 TRUTY fafel aRidh SOl & dlfdh STt XTI (Overdue) HH Y HH TG | THA TR
Y B F TRAT 30 T 3R YA & [SgRal &1 o S O 1 &R uTdht g1 T 3T
HARA TG YIS T B! HH BT § 3R IYRS TSN H THT TR YT B DI 33T 3HTed
fIer R a1 8 | HaaR YR o3 TiAfaferd) 1T H gidl 8, e I8 3a YRG! I O3 ahTaT
R ! 31 fopeft fare & AT Ui =11 SYat 8 1 39 Ufsham & TRAT e h! & 1Y 3wy Wafel §-1Y
Tt g, aifer Hiasy o ot 3% I UTed & 1Y HTH HRA1 IS Tdhdl ¢ | STFTT agel B Jug faw
TR 3R U TS BT - TG Igd Hed YUl gl g |

Collection Process (FBUT aﬁfﬁm-

1. Borrower Information Collection (SYR®dI @1 AMPRI THA HIATN)-Yad Ugd SURDBI Bi
TS SR U &1 STt § dlfs S9! Te! UgdH o1 o Tob | 39 °IR01 H I8 331 51Tl § fob B0 e

n Microfinance Executive -10th




3R o1 21l wR i foram T T, YT &t aHg - ot o 3R F507 §H11 8 61 SRUT AT 5 |
T BT CIBIL RUIE iR o= faita Repie @1 ot S &t STl & o1 SRt o1 facia fufd ik BT
b1 o SIIET ! U |

2. Personal Visit to the Borrower wmﬁmﬁmm-waﬁﬁﬁ & foTe SYR®al 4
AT U W AR B ol § | 3T AR BT S0 SUD | A H U, TG, 31 3R s
HISAS D GHT 1T & | SMTHA-TTHA FTadid B ¥ ard e fUf BT uar Iofdi 8 SfiR B &t
et o fau Sfed Per aa fru s udbd g |

3. Assessment of the Actual Reason for Default (WHH@%%WWW STh cl)-
g ST 9gd S 81T § b 501 &1 Y= ot 181 81 @1 7 | Haft-pft Surapdf enfdfes Tt
% BRI 81 R UTdl, Selfor $© A 7 98 T YT 3 §9d1 § | S9fere I8 au faar
ST B fob SURedl Teaifi § a1 STHee? YT el &3 6T 81 5P 3MYR TR 3T Bt HIRATS
frefRa s omdi 2

4. Suggesting a Suitable Repayment Plan (SUgdd H-'-[‘J;I'lTElT:TﬁTrFIT Cal ggna)-aerreww
g fdfes FRUfA Y e o Tad §U I T YT faded imar Sirat & ford a8 St § [T
T | 3 A TR fohd ST B & a1 i THIE ST & ot Hiasg & Yird ot 31t 3ired fas Ry
YD SR BUIH D1 TP T o |

5. Assessment of Repayment Capacity (YITdT- &HdT WW-W’W@GW%W
FRN ¢ o JURSdl B 3, W MR 3= faita Rrdaiar 31 §1 59 a1% SYREAl 3 I8 WY
TR ST § o 98 for =T YITdTe X TehlT 8 1R oy dRIRG e ST | S aat ot Ufehar Siferes
AR R ATGING TN B |

6. Regular Follow-up and Reminders (Frafia Glﬂa?ﬁav'l'ﬁf&ﬁ? W-Gmﬁm
YA el arel &1 Fafid 0 331G fadTs St ¢ | I8 G offdl ¢ o 98 a8 dRIE TR YT &l
R ATET | fE YT 81 g1, A SUh HIRUN bt oIfd i ol & | ael UishaT BT 36 had YT &b
T T 8] Sfewh aRdfdd YA U H31 8idl & | IHCTY TR WU 3R IfId Wial-3 faar
EIcIE

7. Maintaining Proper Records (S W@EWW-G@W%W@@W
HATHTd, STaid, ey, SR 3R JH BT RBIS AT g | Tt B TR o) Hor aget ifa
3R o grurelt & faun-Fdt & AR e S €1 et Reprs Higsy & Teuf ofik i
IS & T Agagul gIe g |

8. Intensifying Recovery Efforts (GRJelt YT &1 ool 1) -Tfe ATHRT YA & YT UTed -To
B, 1 Gl &1 Ufohal & SR TS Ffeha ST 91l ¢ | B0 Wi SIBRY, Koo Tole 3R
HISH BTSB! HId: FH-Id dib J T PRI & IR SYRD ! B! THT TR YA B B
R IRdaa gl

ﬂ Microfinance Executive -10th




9. Exploring Other Recovery Options (30 a'\‘l?ﬁ fawe @t Sid)-Sid YT Hred & o
PSS 3T &, Td SURDBA! DI SU JUTT 3R 30 JATeT BT Hedidh (o1 STl | FBUIGIT
FHTIT T BT TG & fore waft Tva IuR U= 5| STa=AHdl TS+ R S dRATs Hf Bt ST
Tl g | 3T TR TR TRIT 30 8 &1 ael! b TrAfiamdl <ot 8, Hal 81 T8 Hiasy & G d g1
w

10. Writing Off the Loan (50T &1 9 W # STeT)-afe T SIHd YA 3R S Hriarsal
& TG Ui SBUI DT agell GHT g1 gl dl TRAT 3T i & SR Y ST AR DI "al1e TS 7
Tl 81 SHP J1G BV DI 9 WA T STd 01 ST 8 | SHDT 341 I8 71 & [ 01 9o 1 1, afcdd
AT RBTS A IV TGS 7 &Y T aTel AP T H TS [pAT ST g |

B Collection Guidelines (FaaRT= & fa=m-f4d=m

HIZHIBTEAY G H 501 T a1 Agyul 8T 8, ST &1 Aoyl THT TR 501 6 ggeit Bl
M BT B | §R HISH GBI TR & 370 o 3R faai g1t 8, S SR R 3 079 g arat
TED! (Shieer) ¥ IR dal ¢l ot JRM IR TP J HH BT § 3R ARHIBEAT

SCICRA Aead (MFIN) §RT ST 7Y fE=TT-FE=il &7 e vl 81 31T ATsshitis—d & Sifie
R SR aRA eI g1 3 |

# Key Rules Accepted by Microfinance Institutions (H'I?g'ﬁlﬁm TXT3 gRT SYTY MY
@1 fram)

1. Credit Information Submission (a?%? STHHRT SHT m-ﬂﬁ?ﬁm Wﬁ ‘JITs’El'ﬁ P
Bl Yaeft SHeR! At ©u 9 96! 3R HfEe &R &1 Yord! § difes Td® T &I gt faxiig
RP1S ITA/ G |

2. No Loan to NPA Borrowers WWﬁWWHﬁ)-@W%ﬁ@WﬁWW
IHIIR § SR TTNT ATRF 317 §, I IS I B U Te] fear S|

3. Credit Limit Compliance (¢ AT &7 ure) -3t ot 7mess &1 Iuat Fuffed Hor Ha d
3P FHUT ! feaT SITaT aifes 98 SFa=T® BUI b Sy H T Hd |

# Guidelines for Dealing with Defaulters mm%w*mﬁ-ﬁﬁb

1. Contact at Convenient Place (IFAUTSH® TITH TR HUH)-HRIG: D I AT ST AT
I AT P IR fht Iferd R R Tudh fpar g |

2. Authorized Collection Staff (erf‘ma?ﬁaﬁmaaﬁ)-a*ﬁ?ﬁ%m 3T AT HHART AT
GR1 3B ST AIMRY 3R I 30 UG UTeeh b1 Y &Y 1 =Ry

3.Respect for Privacy (USITAT PT TH)-T16% P! ol STHBRT 3R KNI TR BT I
ST AT ST & | S MU bl Ieeta e fohaT S|

4.Polite Communication (IdHY

IR, JHTOP 3R D
Microfinance Executive -10th




YT H &1 S A1V | fod UPR &1 YHe T, Ga1d AT STeRG &It Hol B ST ANyl

5. Contact During Appropriate Time ERIT THI R YuH)-TEd I e gdg 7 IO RMH 7
ol & sld Tueh [HaT ST & | afe UTe e Tgafd adl & dl fba 3 Trg IR Hi Jueh fh a1 S aehdig |

6. Respect Customer's Request Wcﬁmmm-aﬁmmﬁﬁwwmwm
PHId AT ThTd Tl AT 8, A SUD | 5 BT BT WTHII: T fhaT ST |

7. Maintain Records (R®TS 3G -UTEH U g3 Tl Gareral, B ial iR dTadid &1 Jal Rl
AT ST 8 a1 HiTST H STIRaerdl U+ IR SYBT SUTNT {HaT ol Tab |

8. Amicable Settlement (3TUX} JEATT T FHTYT)-IRIT BT YA 84T & {5 Guft goranaft &1
1T Rrifarguf 3R ot THer 3 frar Sy, R Te s SR GRS Bl e gl

9. Avoid Inconvenient Occasions (GIﬂﬁl?l emﬁwwqm-mﬁﬁﬁwwﬁam
GaAThTd Tg] o1 STl old dg foh 4T qTRaTR e, JraTfoidh AT Al Td HRUIY SRIALTH gl

11. Security and Property Issues (&T aﬁvmﬁg%ﬁm-nsﬁqﬂsﬁqwﬁw
Tgsh D1 Fufty R To1 X! STl | SHTT B0 gl i [RUfd T Fufty 1 Sedd H- 1 A0 o bl
U4 JHI: 51 Sod|

12. Special Consideration for Borrowers (‘JITB'E%%%I‘E faﬁ'qm-tlﬁ forat Wﬁ 3ffp
FHISTS BT T BT TS 381 7, i 39! U &t &= H T99d gU g SrgRredt W faar faan
qhdTe

13. Payment Holiday (Y TdT (A=) -5 S THI & fort fored TATaRA H 18d &t ol et ¢ |

14. Reduction in Instalment Amount (Waﬂv&rmm-mﬁ YITdTq PRI SITAR
ERSEARIEIE IR R R AT RS C ik

15. Loan Restructuring (30T §316) - ATl §H UR U1 &1 3@, ford| o1 S a1 Y
ST A SGaTd B U8 bl Agd U DI ST Tbdl g |

B Legal Guidelines (BT fe=mfra=m

d PIg SYRE! (Borrower) THT TR FHUT DI MY 9109 78T BT 8, Ol db 3R 37 31fergpd BT
TR JIY Uga U1 1 aent o fore fafda vy &vd 8 1 afe 9l varsy srawe et 81 ot €, vt gt
HIRATS (Legal Action) BT TERT feraT ST & | STAAR R S el atae & urd "Repadt wféfthare”
STRI HRAT IS, HRd & b SIS BUN o AT B 3feTad H GergHT BT dalt, Hel 3R Jrg o=
A Ui g g |

mﬁma@rsﬁwﬁwsﬁr%v (Why is Court Action the Last Option?)
3IETAd U fSh1 (Decree) UTW HR- & 1! THT AT & | F&e1 firam & a1 off I 1 It b1 TR

Microfinance Executive -10th




Tel gldt I ITP TS (Execution) Bt UfshaT Ht ofet 3R Sifed Bl §1 AISHIBRAY TR
(MFI) 3R §& T U ¥ 30 THIT BT B agait R &H &d 8, 7 b YRSl Dl Sfed A R
S BT PRATS GHR AT ST HF ST B 1.

Wﬂ?ﬁmﬁﬁﬁﬁ JYHTY S ATt fE=MAIGRT (Guidelines Followed Before Legal Action).

1. 9N TORT UgA fPTSTA® (Al Recovery Efforts Are Made First)- BT HRATS Y& B I
Ugd IRIT IYRGBA! ¥ G T Bl g1 I THIH BT YaT far Sier g1 I9b IRaR &
T, ufkferdl a1 TReR) ¥ ot a1d Bt St 8 | XRa FHrafer a1 gt o e ¥ Aifey ok Regex
TS 7 | | o F Tt TR Syt 81 7Tl & S1R Pl gl fadhed -1gt s, aut srarerd oA o1 fofa
ISEISISIE]

2. B iﬂ?ﬂa\—:ﬁ CARS I (Verification of Loan Documents)-J&i] I8 ﬁﬁ'@lﬂ R % ICaEAVES]
Gaifera gaft gearas guf SR ST 9 A A 8 | U9 a B 2nfie g el 39 gdTdell at offd dvap gfp
FRAT ¢ fob SIS TS IR 38 SaTald H U fhar s g |

3. fYora Aifew (Recall Notice)-wmﬁﬁq@ﬁﬂ&‘m STIHRY (Competent Authority) P
3T AHR SURS ! Pl RepId AT Holl SITdT ¢ | SH e & 3 T TH1T 0T L o HX &
[SECHEIGIE

4. SUTY YRET b1 TN (Disposal of Available Security)-tlﬁ U &b dGal ?ﬁg ot ar Rl
(Security) X8 71§ g, Al TRIT UGS SHHT SUTNT xh AT B! I DR BT TR Bl § | 9 GRET
P STH YT YRR Bl Th 1T FH U H GHRNST fharsarg |

5. SYRBI PI HURTTI B SITHHRI (Collection of Borrower's Asset Details)- T JYRPdl Bt
I 3R 3 YU b1 SR Uha el & dlip IRIH T s UR 3eTad o 3 Uil ol sfed
(Attachment) @R BT SR fHAT TP |

6. '\‘I’H@%WW(Efforts for Negotiated Settlement) -WW@WW 3R IYRBAl
& T SO THS GRT IHR BT HHIYM (T Bt SRR ol ¢ | afS STaid iR g9gia &
Tt T 3| 81 ST &, T+ S ST Ufeh T ST STt g |

a.WTWWﬂﬁm(Procedure for Filing a Case)

F gt I T R 81 e €, T9 TRT U= Ut H WA aabiet o ATead J YhgHT TR Bl
81 qheH &1 TIRIHT (Plaint) B U GeH ATAGRY T Wd BT ST 8 | 3T STG ST BT BT
YT Faftid TU J gt & Tudh T gdr 8 3R Srerad I fSeh UTe 63 &1 Ufehar IR oR 3@l
gl

bﬂﬂﬁ?‘lﬁmiﬁﬁﬂm (Declaring the Loan as a Loss Asset)

F3 AHE! 1 I8 A a1 SI1d § fb ST HIRaTs A & aTe Y 01 &b agelt Hd -Tei grit | Ut
n Microfinance Executive -10th




fRUfadBur s g1 aRAURT" (Loss Asset) DT e ST v 8 | T&m ISR &1 Widhid & aig
DI HRATS - B & (0T AT ST 8 3R S BRI D1 ASC- 3T (Write-off) TR [T STar g |
P13 g fob GRS AR ! 3o WAl H B F FUH WIHR BR A g |

B sEfes ARSI (Biometric Verification)

IaAfew aRkftrer e tes Tt ufshar § foras farddt safaa o1 ugar 396 IRR & o= 3R SRt
UgdH & YR R $I ot g1 399 fhRfife
(@TIferal & A=), 81 3R &1 &t §1de, gl
P e &1 Ued, 3Mare SR gIER SR
faRuarell o1 Iua fFar orar @1 ®ife &=
T FY Y ARVATg 3rerT St € Sufo 3719
Tga AT e JRI& 3R fasg-ig A
Srar g | i Rfle srmfes ggar &1 aed QR
TheT 81 Ui o9 # et ot el IR S &
=M ugaM & fofe sATa fHu od 91 3
HIR 3R ( Biometric)

fefoted doiies & fabra & HRU IEARRS aRfFe iR it aW, Te qur Rida 8 mar g,
FTesT U 3R Te, Sfdh T, HiaTsd 3didh B 3R YREM YU § e w3 fharsar g

Types of Biometric Verification (ﬂ'@'ﬁﬁﬂ? AT & UPT)

1. Fingerprint Identification | Types of Biometric Authentication ‘

(P Rflie ggam)-Rfle
UgdH JAAfcdh T &l gad
R R TR s swm || | 9)
SIECINICID R RCA R Crll| -
P ITIferal o F=IT 3IeT- 31T _Eﬂ?f Fingerprint Fackl Volos _ Eye
&, 39RIY 3% Ugd & fog sgd
YT AT ST 8 | 39 UUTel H Sufad 1 STTeit & =1 1 W e Ugdl & Gufed Ser 3 firam
S 81 afe S AR A9 @ €, ) safdd @) ugaE ganfud g8 ot 81 Seidd aT g
WCHH, st Ried 3R JRem Iuaun # fhRftie uga &1 SuanT fearSarg |ife a8 d &,
WA AR PRSI

2. Facial Recognition @WW-WWWWW%WW%%@E&

faRarsii &1 fazawur s IYH! UgaH o1 Silclt & | 59 Ufhar & 3iiRal, e, ial 3R g i a-rde

S fafrm fogsif o1 AT ST § $iR 38 STy § Aivlg SHGRI 4 fHamT Sl & | J1ifd T fad

%%@%aﬁwwsﬁr% sﬂm%wwwuuﬁmm%l aﬁuﬁwﬁﬁwuﬂq
X ¢ d
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3. Iris and Retina Pattern Recognition (snéhvaﬁv%ﬁmﬁﬁm-&néﬁﬂ 31 o T HIT
1 BT ST § ST T 3R & 3R HiN[e YHT-TdeTe IR gialt & | YA® fad dI MRy
SR BT Y e BT B, Sl T e R fhTRfie s 81 81 53 bl o famiy Wk &t
AT 31 & U+ ! UaT Sl & 3IR Sifed Rabie d ol &1 offch ¢ | I8 [l aga siftres JRfgra
3R T A ST B 1 B dop, TETH AU 3R I JR&f aTel IRIM IUARTH AT &1 g
AT B I e SIS SR IgaH BT I IR B |

4. Voice Waveform Recognition (3{TdTel UET:I'H)-EI'IV%? J9pTH R § safad ot 3mars &1
gaT & H1EH & =0 H TN fordT ST 8 | Ude Safad i iTaTet | U=, Tfa, S=un 3R eafy azant
P TS 3T Ue gidl & | e 37 fagiwarsii o1 fazas o e safdd &t Uga Hdl g | s 8 3R
foxfia TR B R UTED! o1 Uga IAUd B & T 59 db-iid &1 IUUNT Hd & | T8 fafy
RATYST 3R bl g b HIH! 1 HH B H Hag PRl 6 I fbdT 37 o b ford fapit b
3TATS &1 QR aRE Ahdl BT S o1 ol |

5. Eye Scanner (313 THIR) - 3173 bR Ueh I9d ST doh1ep & foras 31ial &1 fafts TRarait
O R, YT 3R 3riRgl &) 7 & Yo o1 3fearg fahar ST & | AFf1eb SITHUT & SITHR U
TG BT 31 BT U 3ifgclia BT 8, 3TN T UgdM &1 3icdd [AT-1a T1eM 81 39 ahHid o1
JUINT IR &0 ¥ IRBRT AU, FR&fT TSR 3R BT Uaa TR o fHar Srar g | 3ms WA d
O QUM &1 gD ggd doit 3R 3= Gl & 1Y P o bl ¢ |

B Biometric Verification in Group Meetings Wmﬁmﬁm

IEAACH TATUH U Ut YD Th11h © oriesT SUTNT ol aafad &1 Ugar &1 Y &= & forg
T ST & | 397 cafdd & TR o1 O} faiwarali o1 SudinT b Sirer & Sl 8% safad & S gl 8,
O TS &1 AR, Siferat & e, el Bl Y@, SiiRat Pt AT FT Ue, B Hi §Fae 3R
BEIER 3T | T8 Tb-iich QRIA, AT 3R A= 71 Sirelt B Fiifep 398 Urgae are g a1 U=
U3 1Y X 1 HTaIdHdl Tol sl |

How Biometric Verification Works mﬁﬁ?ﬂﬂmﬁmm%’)
1. oYU fad & fAfRIy IR Ugam, o S A1 3TTaH &1 =1, T fhar ST g |
2. AP ISR I fSioea 0 H Serey I R IAT A8 |
3. Yoo T U qefud SR o folt ifdd &1 18 SAICH BRI ol o 6 |
4, TEIFGRI BT Sce H A[g Revls 4 faa fearsrarg |
5. Repls Id @M W Aafad &t UgaH IO gl STt 8 1

Advantages of Biometric Verification (E'I'fﬁ'ﬁﬁﬂ? TATY & ATYH)
1. T8 Had IfAPpd Gt &l &1 AR B Al ST 8, PR Rensgdi |
2. UgAH I UfhaTagd ool IR TAH Bl ¢ |
3. SAfe® faRvars Bt ARt T T d BRATIgd BioA sl |
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T IR RIS &9 & 971G I de AT a0 IUUNT fhar s gharg |

SHBT IUTNT BT T & 3R TP fo1U fh T fa=IT dep-itch | HIRIC T STAID AT T8l gl |
g YA 3R AT &IH1 b Fad PRl g |

Sf, Marge afdh, Tehun iR duger Ren A Rigd uga gRfdararg |

S TSR SR &t uga B H t 39 dh 1 BT U Rl ] |

Use of Biometric Verification in Group Meetings méﬁﬁmﬁmmmm
1. X9 GETId 99E (SHG) 3R Tgad S1iid T4E (JLG) B! 53H| & el b Juredfd gof e
& fou aAfe s T ST STarT fhaT ST aehdrg |
2. aﬁﬁm (Minutes of Meeting) ﬁ?ﬂlﬁlﬂﬁﬁ%%ﬁ lﬁwwmw
qHATR |
T ol SURYTS T T GHTET T B o ] |
i vewi @ wEl oIk URER SufUf w1 RS R g g |
RIS BT 31 i IR TafUT T I B |
JHE & Yo H db-ites & SUANT & Ufd Ay sgarg|
T &1 dh-1db Gaell 31T HH 8l 8 3R d 1Y Yuferdl & 3fa=H & forg Ofkd g
o
Role of Record Keeper (hﬂ"»vlé ﬂﬂ'ﬂ?ﬂﬁ‘ﬁllﬁﬁl)
1. RPTS PR Tl ) TR IUDHRN & SUTRT BT IRIEUI AT |
2. IO e & U Gol X &1 el Ufsh T GHeI 6 |
3. TRMAfCH RPHIS B GRIAM I &I fTHeR AU g |
4. 3P P IR IURURY 3R 3 M2 N1 BT IE WeRWa AR BT 3|

Self Assessment
(NCERT Based)
A. Multiple Choice Questions

1. ARGPIHR-AY | U1 g Bl Uard (e =0 H o ol 62

D) UhHRd YT (Lump Sum Repayment) q) st EFW;ITI?IH 3afy (Long Repayment
Schedule)
TD6|'I?—E|'I?Wff‘J;J}'I?l'IT-[(Frequent Installments) ﬂ)%’lﬁﬁﬁgﬁ

2. AIEHIBIEY | YHIfAd IURGATS & Uy faxiia WIeRdT (Financial Literacy) ®T_
g gl

© N o U oA

N o u oA~ Ww

el

) A &R 9) I TR

) 3T TR ¥) T98 q B TEl

3. HIZPIBISY BUGIAIS A hige Sl I &R U STHI B & Ufchar & YR R
WHR BT 2|
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) HIRD YR TR ) RIS MUR R

) P MUR W ) §T9 9 DI TE

4. SRATAEH TH-id (Biometric Technology) & <Y —

%) YRGHRIdT W) UG &1 g9d

) Al BRIV ) IWRIad It

5. =gTATE (Court) ¥ T B $I Ufghadn dell 3R 0T A arelt gt g |
D) gl (Decree) ) e (Advice)

) R (Amount) ) ﬁﬁ%ﬁg:ﬁ?f

Ans1. 77 2.0 3.7 44 5.4

B. Fill in the Blanks.

1. AIEHIHET & BT < areht SA137 BT TS SYREA! UR FHUT SIRGH (Credit Exposure)

__ Bigqurug 3 b feru glag|

2. FUT RGO A areit LRI I o fee fleud g |

3. HISHIBIEIY &3 STHIER 3R SR

4. BT HbeH (Legal Suit) BT T T aTett Uohd ©, FoRs ST T 3= St
&1 ffaRad URBIAT |

5. SRS fa=IydTaf o A o IR S Wehdl § 3R A 8t forar o1 T 8, 9o
I TR P TGRE g gl

Ans.1.H (Low), 3TUBTA (Short-term) 2.TTfAfafS=Y (Activities), STHIT (consumption) 3. Sidd
(Vibrant) 4FueH (Settlement) 5.9 (Duplicate/Replicated), Eﬁ@ﬂ (Ensured)

C. ﬁ'ﬂﬁ'@ﬁ HYAl P ﬁl’(’ Hﬁ (True) 9T TTdd (False) ﬁf@t{
1. HIZHIBISAT T B Had 3 Yo (Income Generating) T & fore € faw oma |
SEVAISE)
2. HIZHIBIZAY BIS &M (Charity) Tel 2

GHVAIRG)!
3. i IURSA SRIY B o IO et fa=Iw 0 a1 WM WR YU A fosar omg, df

I 39 SRIY BT T far ST a1fgu|

GEHVAISE)
4. ITAARE Il BT SUTANT B & fore forht Qe wIvrat o saaedr 781 8l ]

GHVAIRG)!
5. SRS dd-iie Re&T-Taa-=ia &sf # 3Mfipd cafdadl & Uaw & el b Jabal 7
GHVAIRG)!
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Ans.1. TTAd (False) 2.98! (True) 3. 98! (True) 498! (True) 5.7TAd (False)

D.Short Answer Questions.

Q1. ATSHIBIS Y BN (Microfinance Loans) Bt mﬁﬁwﬁi T

ITR:- AIZHIBIZT BT SIS 3R T 31T a1l Al o foam ST a1l 0T 8 | 3! T fa=ivaTd §
o v 0 R 1 07 feaT S &, BT U 63 & Ty 31fdies Jurfas (Collateral) BT STa<adhd
a1 Bieht, T BIC-BI forwal § foan STTaT 8 9UT STHT Ie=0 TRIS 3R Jrior annl &1 siffas
Y R TG |

Q2. ATSHIBIEAE | TIE (Collection) UHATH TEA & TRV &1 TSI FIRT|

IR~ TUE UfehdT &1 Ugal 901 B0 &1 ¢4 Al (Due Date) TR TEH B YA Bt ATG G g |
GERT RO YT A 81 TR UTEH 3 U HRch ST MR &1 HIRUT ST 3R S YT A o el
URABATE | ST ! AR0T BT SR THI TR F0T Gl GH13d H15 |

Q3. IR I (Overdues) ﬂ"ﬁaﬁ?ﬁ %mﬁiﬂ?ﬁf (Borrower) ﬁﬁ’fﬂ'ﬂiﬁ T ST gdr
&

- THIT AT B TGt & o SURG T W IHP TR, HIIRE, TG R IT TG I3 (Group
Meeting) & SR YU T ST Tehdl § | JUdh HRa TH fawdr 3R Fuffea Faw &1 uraq s
IS BT g |

Q4. THTAT MR B Yl & 1T GHSAT (Suit) TR T A Tgd &9 ¥@- a1 DIg af
femfadz e

3TR:- GHEHT SRR T3 Y Ugd I8 GHTYd BT AleT [ YRG! Bl YT o foTE T SfawR
feam T 811 3u SifaRed U1 § Geifda Tt et 3R RepTs I&t Ud qul € =iy arfes St
HIRATS o THI 3BT SUINT [T ST b |

Q5. ST (Biometrics) TITE 3R U8 A ST HIa18?

JR:- TR U Uil d-iieh & off febit aafad o1 [ARIY TR a1 Sifdss uga, S fhRffe,
3T, <ER T 3ATA & YR TR YD Hl ¢ I8 Uegd Afdd Bt BRI & f3fied wu &
T FRal § 3R a6 H T & T 78 BRI Bt ga-T WIeId Sel ¥ & dfad &t Ugd ol
BEERGIE]
E. Long Answer Questions

1. SAMARCH ddh-Id & a1l &1 9ol Siferg|

2. HISHIBIEAY B YUG (Collection) & for fa=m-fAE= W v wféra fewoft fafau)

31X :-(See in Session)
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Reporting to Branch

Wﬁaﬁtﬂ@'ﬁ I (Microfinance Institution) & ﬁ'fq Y dgd SRt % f5 ITP HHEN H 3
3aRe® S (Internal Checks) 3R = (Controls) ﬁmﬁl sﬂﬁm%aﬁwaﬁm@rﬁmﬂ
@@ﬁaﬁmﬁmwm% WS A deel Sifeq (Operational Risk) BT | AT Gaeh
Gﬁ@ﬂﬂ’&’aﬂm%ﬂamaﬂe{%ﬁ%wqﬁWaﬁm(Systems)Wﬁ
HHATRT Y T 51 ST AT AR Bl STE<T U1 TRIT o DHTH &l THIA R ¢ | IGTe0I & farg, Repls
T H TTad, 49 & -7 T 3fe, awie! IHw a1 uiepfad el st uRkfRufaa| afe dwr |
TSTad e 3R a0 SaaT 81 9T JHT-9HY TR XRAT TeUd a1 3 STl ol ggt fRuré doft
ST, A QR Tafadl SR ST ® HIDT 56 dd HH a1 o Tohdl 5 | ST TR BT B YD
RIEd, URERIT SR gHTe a7 3 |

| ma&nﬁﬂﬁ%ﬁmm (Deposit Cash Collected)

ASHIHTRY TR (MFI) T TEHI T THA B T8 Adhal &1 Tol dlid I THTTAT 3R THY W §F o
ST -1 §gd Hgaqul gidl ¢ | Afe Adhal Ueed § FaurT 7 sRat oY, O 87 & geuanT, Ikt a1
TSIS! P U 56 ST & | SHTE Ao el ¥ S Feft oo e fami & oraR fpu s =nfRu

IH4! (Cash) BT I UL ATSHIHIZAT I (MFIs) % OIT 3fdd Ag@yul g, Fifeh 39% 0o
fafifadsrRus:-

1.@%%%@?—%%&&% Number of Daily Cash Transactions)—wmm
AR oA UTew! @ B0 B forxed SR 31 YT T fobl ot © | W1 &1 8 UehR b Yra off fabg
WA &1 318 Tehe -3 B1F & BRUT Tl XM b1 T&t Repls TG 3R I QR 0 J S o

STHT H AT HTIRI D S\IdI%I

ZWWH’?[&WWHW% (Cash Attracts People)—wwmm%@wﬁ&ﬂﬂl'vﬁﬁ
3TH YT B g1 Tl i THa db Ao AR Hraferd H I Y, dl TRT A1 dRaTeSt &7 IRl §¢
T ¢ | ST U Thal Pl STeg J Sleg, sib H STHT T QRIS AT SR |

3.?%&%?@”@?% 3 Bt § (High Chances of Cash Misappropriation)—qﬁwai
TG-AIG 3R AGiH H Frayr 7 skl Y, O $© AN 4= BT Tdd SUTNT R Tobd & | Thal B
BRI, T Afaf a1 iy fum) ot FaTt S 81 el & | Sieng (afid oife o Iferd o
HITH |

4%&%?@0?%@3%% (Lack of Strict Monitoring May Lead to Dishonesty)-Sd
FHE & o-¢1 W Iferd R 81 Biell, @ o HHaR] sl 31 Ieeod HR ¥hd 51 TR-9R I
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YepTs o BRI IT U BT TTeld SUTNT B A & | 3T IRE R I8 38+ & fore Fafid
e iR Sarecg S g B |

H Waﬂaﬂﬁf I EC TR L] (Loan Repayment and Cash Management)
HISHIBISAY BRIBRI / &F YHUI A dTc ies KIH b FEfied Bl R 1T -

1. BT D1 f& STHT HIAT (Loan Repayment Collection)-ATSHhIhIE4d AT (MFI) & forg
TH ! YT B 1 TaY FST Wl SURBATH GRT STHT B! T8 HUT Bi [ gidl & | gD U1 fohed
T MFI 3 o W1 H, TRAT P HIRAER & U1 A1 &1 HHARY (Field Staff) BT STHTHR Thd & | BUI S
TG &1 | b1 I WP Y J FaT G o 8 fb fr e a-od SR fha-i A bl St ¢ |

2. Tt WY F=AT (Issuing Receipt)-o7d o} el 718 % § 501 &1 farea UTed &1 St 8, f Hoamy
&1 HHIHd (Numbered) IHTE STRI BT AMRT | TE TG YT BT ATV Bl & SR ATEH qUT TR
I P R Ayl 81 8 1 58 yiasg 7 fp e Ueb R o faaTe a1 Y Bl GHIGTT B H B o 2 |

3. k1S &1 ﬂ'ﬁ }Y-¥WId (Maintaining Proper Records)-UTtl I Tl'sc Ud® R B PIRED &
TSR HTS (Ledger Card) 3R e UG IAORER (Cash Receipt Journal) H &l 63T STaTdH gl & |
SO G S-S BT Y Rep TS ST ar g iR el Wt g @il 1 offe S A bl ST Hhd g |

4. 3% @™ #3AT (Daily Cash Reconciliation)-fa R & U §% &d Al &1 e o & ol
@ 18 X1 1 XET B HiS[g Aehdl ¥ o S ¢ | a8 R faan sran § o Reare & gef i eiR
JRAfa® Adhl g GH 81 | ST TS et e T RATUST Bt GHIGTT HH B o B |

5. T-I?’_tﬂ Cal '\"-IT;ﬁ %W XYWl (Proper Accounting of Cash)-tlfﬁc'_s’ Thm g1 rrrs’aﬁmgﬁﬂ
Tellegfed 1 e gidl @ b feayr urd g8 udies 1 o1 el feare W o | 1S i Fepel fam
fYepTs & TR Xg- TfRT | et oar-oiar ST o} ot URe RidT s e H Hgg Rl g |

6. 3% T AH A} THT BT (Depositing Cash in Bank)-faAR & T Ad T dl ! MFI & o W o
ST o ST g | I SIffRY (Nominated Officer) T8 ST &l © b STHT &1 718 AT &I § T
ToT | T HRITD YT 1 GREM T X5l ¢ SR facira i Aeiga gl e |

7. futfya ufsearsi &1 ure= (Following Prescribed Procedures)-MF| gIRT d-TT 1T et ok
gforarsil &1 O aRE UTe BT A=A ¢ | HHARA! DI fhdl 1t UoR &7 Wiche el ST
QT | T BT U1 B3 ¥ AR A T-aar s Xgail g SR HHanal &f i qRen e g |

8. GHY IR YITdTH PT Hgd (Importance of Timely Payment)-tﬁ MFI 30 AR (Creditors)
&1 I TR YA HRal 8, A ST TR H 3t ST a1l 8 | T UBR, TS TTeeh T IR B &1
e o1l &, A ST ot el fRuf Trored B1elt 8 | T R 4T gt ued & e fayra sregrar g |

9. IS WTW §RT T8 UfhAT (Collection Process by Field Staff)-IMHT=Ia: hics WIh Jg &
THG TTEH! q 0T D1 bl Tha HRll & SR SR 12 To qch XRAT A oTHT R &l & | 3T 91 aT
BT HHAR T AT BT MFI P §d W1 & ST HR &l ¢ | T Adhal b GRET 3R RS Ridr a1 I8t
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g

10. ffdad Tdel HIUEYT (Management of Excess Cash)—%% %ﬁ@@ﬂﬂﬁ[ﬁﬁmqﬁ
g1 UIeh, ol a8 Fohdl ShfRIER o U g STl ¢ | afe g iR FeiRa W aifte ¢, @ R BT 34
RTAHR TG o fog Felfd SRy A Srgafd A= Bl & | I8 FaH IR e GR&TGHEd P &
NEERIBIRICIE]

@'UWW&I}I'TF (Sign Off on the Drop)

Sign off on the drop &1 A4 ¢ fhdl B A1 AF-37 BT SMABGTRS T X Tel AHHR IUSDT gD
FRAT| TS BIE FHART (Field Staff) SURBATS I g A THd HRd &, Al 31 39 AR BT TR
e SRR H gl AT T & | 39w FefRd Ui 38R 39 08 &1 AT (Branch), S A1
T P S ST R R o PS8 |

&1 1 T T H I UGS Ies HHAR! I8 YAId B & o T o1 T8 G f g e R
ST 81 TS & | STHT A & 914 A1 THdefd (Supervisor) 39 TH-&- &1 o1 3R If¥ w1 81 1d
Tderd 3P WIPfd ¢ a1 8, 9 3 "Sign Off on the Drop” H81 SITd & | STHT I T8 YA
PTG [ ST 11 IR BT RSP T8t 81 SR frdl UBR & A ar e s T 81|

mmﬁéﬁﬂm (Accounting Formalities for Cash Collected)

HISH BT RIS F Fbd] (Cash) BT IS Gid T16h] A B B\ fbd] &1 Il Biell & | T8 a4
TR TR 37Ut ford STHT Rl § | el T BT &R aTel SATIBRY ST gRT Feiia aafe ot &
UTE R § dlfch G4 A-o p1 Ha] Reple @1 ol ¥eh |

Wﬁﬁﬂﬁ@mﬁﬁ%— S SR (Cash Basis) @T@WW (Accrual Basis) | Gl
IR & - qft &l fora ST & Td aRd B O U1 31 YT fh T SiTdT § | STafs Thafd aferm
T -4 3 U ol [T STl § T8 RTRT T S T SRR T YT 3 &1 TR S g1
T 8, =me Y e A v ar ey

ST & U BT U T Ui SR ST SHTaRTE & | 30 AP [BIe-9 GRIE aHI A H1g
W UGy ST IS &, A TH s IR BT 31 IgaR SR TSI TSI 6 |
THE! TUT B aTet SABTRAT P oY Ig I ST & fob d UTed Al T Hal 3R il ohal-oiat
T | e -G 1 IR SHIUH I SR DS b GSUANT &I HUTIT P HRUT TP -G ! HAT
& o & SR qRd Reb1S BT SIS BIaT 8 |

FRruffya due @geh) ufsrarsit & amrua: g shuarieant i g 2:-

1. Wi SR HAT (Issuing Receipts)-57d o fdt IuRmdl T O U faran SIQ, 39 wHifed
(Numbered) TR Gf&d (Printed) YHie 3fa=a < I A1feTI T8 WG Uedh SR JRAT gHf & forg
YA STIHTUN ST 8 | 399 Higw & o} faTe ot fRuf i RepTe Suarsuzgang |
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2. ¢ dug AW A ufafd (Entry in Daily Collection Register)-f\}rl?l—“ﬂ mﬂw&raﬁaaﬁaﬁ%
WWWWWWWW‘#E&@W%I WigHrufd (Counterfoil) lﬁﬁ?’f\&ﬁ
T ST B | 38 Ui T -1 T T Reb TS =T h UMY U T8 B |

ERUIRECD 3R B @ | Rars (Entry in Passbook and Loan Account)-aﬁfﬂl'l'scﬂﬁ[aﬁ
UfafS T Bt TgH H HHAR & GAIER AT URMHS &R (Initials) & TTY BT STl ¢ | Y &1
W%W@Tﬂ(man Ledger)ﬁmﬁwwaﬁﬁm?ﬂ%l smﬁmﬁvwﬁ%
RIS T THH §4 38 5|

4. TG R BT FAT (Cash Reconciliation) -G 1R T Tad BT 718 A T &1 fHdH e,
HIICIBId R TG IR I foan o1 © | I8 wfchar YT et § i U g iy 3iR
e 31 75 AR H His SR A 511 T iy URGRIAT o+ w5<h 81

5. PG XM STHT HIAT (Depositing Collected Cash)-THH B T8 TXI Adha 12T DI fomT farsit
8 & URAT F HRER I TR P S WA H SHT HAT AT T, AR 30 TR [G-1 JRIga
Tt T ST | THT TR STHT B I ¢ B GR&fT 3R el aaice GHfEd grar g

saa?maﬁgﬁr (Confirmation of Bank Deposit)—ﬁ?@f%ﬁwaﬁﬂﬁﬁ%}ﬁ%ﬁ
Wmﬁﬁﬁﬁaﬁmaw%%wﬁwmw%uﬁw (Supervisor) g1
SRR B AT 5T 1 €1 3T/ T8 TN &) el & b ageft 78 ifr et i @ e & o
AT T

7. Sifaw firam= ik d@r ufafy (Final Reconciliation and Accounting Entry)-XTdl & PR
Johe, TRl 3R S et o1 firer= o1 § aUT S g% H A1axges ufafdal dar g | 39 a1g
eI et & Hur@ral 7 o YA Bt STFBRT USe B ol 81 39 gt Rl Tgt ek
3 S 8 ¢ |

8. rars ﬁ?ﬁlﬁ IWHT (Preservation of Records)-dh¢ IUg P AT FHATRAT Bl %ﬁrai IUg
foreR, e Pt ufaal 3R 3 Tefid axaras QRiéd e A1et| 3 Rars ufaw & o9, oiifse
1 foreft faare @t fRufa & Aeaqul uam0r & =0 & 1 3ira ¥ 1 gafere Hufa ufthar & feeht of
UhR BT Rche ol UM AT
B INTERACT WITH TEAM (1 & TTY HaTG)

fopit +ft Tt o Y- T TR GHIET 3 (Review Meeting) 8ldl € | Afb TS 3 H thaet 3fIHBR)
B SIed X8 SR HHATRAT B HHgT FaTs oy, df T 96 BT I o e fHradT | S99 <1 & g
P Y B T & AT HTH HRA & 3R AL IR AT Ig R BTH B B SWBIHH B 9l & | T
31T 3R YUTA d6h a8 Bl & fored qeft Taxg GaAex 31U-1 §1d 7@ Tdb | Tda&d® (Supervisor) &1
A & Tl oI Ui H3A1 1T, 3 SR 3R TbTd Bl gX BT ARy, 36! JHRS 3R
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GTA} Y &1 B YA AT | Ofel S b Yo T 3R TgaNT
TEYH R 8, Tl STPT SMAIYE Sl § 3R d ST Gl el =
F WY P I &1 Th F&H Tded $T 3579 Had Y ==

FRAMT 6] BidT, Sfewh <A & UG § YR BT 3R I&=1 &
feRTa fabrg # ot Fae 31 3 5 | 39 € offep U,
EHD AR AHA TS "

JeR Hr-fere SR 3if¥e guTdt uRomy o eva & fore [ <
& UG (Cash Collection) Ifgd faf¥= nfafafeai A vl wics (Interact with team)
WIH & Y YATGTHD (Ferided) 3| bl T Bd 9oy FafaRad fSesii &1 e @i e-

1. fFafie siavTe R Sod smaifora @eAT (Conducting Meetings at Regular Intervals)-
SeRfaed d3d! o RN JHI-91d R afid &0 9 {61 91 7ifgul 379 doa! &f iikar @
AT HRAT AT & 3R d3P H g3 Idi Bl faRkad Revls (Fcy) JRIEd I@-T dTfeu | 3HA-
A BT Job W a1 S5-It b1 a1 7 3ifRre Tt} 81t § iifep ST o1 Wy &9 J g 3l &
R TATHEIHII BT HUTGATHH G STl 6 |

2. TR 3R YUTt HTST &7 TRt (Using Simple and Effective Language)-aw & SR gt
TR & TR, T 3R 0 I HTST H &Td -1 el | T dhad Xedl IR &1 -Ta) afed aier
& Tb AR GE-HTa R T e <A 8 | ST Sia! diael STAAYN, SHFERT 3R TgaIT &1 I &
far g | afe HIE Tew Pis BYer a1 qHreg U ot Uadr g, 6 SUST IR TGS &1 1T drfs
g Ui # off 3 foaR gas xa U |

3. 97¢ 3R XY THIHY &1 SUUNT (Use of Charts and Visual Aids)-S§3% & STHHR] B g5k did
AT & forg e, 71, o T S e o1 SuaT foar S aeha 8 | 399 7S ufshanad, st ar
f=-Fd = o U 3 B SITaT § | TR I Uil o7 e T id Rl § TR SR
DI A HI TP TG G § H e g Bl 7

4.9 B I H HEd ST (Valuing Everyone's Opinion)-aocb T IS G I Gﬁ?ﬂ%ﬂ'q’
& YD AT Y| fort ot Tewa & faaRY & ToRsiers Tat SHRA1 e 8k 7 8 fssft &
TS ISHT TAMEY | HHATRET BT 30 B U, Tt 3R FAfaa) Pl T &= & o
e d HRAT AT | ST S & Yo Uoh-guR I WRIA & IR PR A GUR T qRIb Fold g |

5. HHATNY] B ARTEHT BT (Appreciating Team Members)-aw & IRM HHART & 3D
ST, YAl 3R IUTRAN B GerebR U1 ! AT | SHY ST Hrilael §6d1 g 3R 9 3R 98k
BT B b [ IR 81 8 | afe forelt Tea 1 faeft et o forg e an drat &1 Sa=ads g,
1 I8 P AfGdTTd =0 ¥ AT Sadid | BT 18| 1Y BT, BRI TR SR §A1Y a1 off
ERGISISNE

6. Y BT I Hﬂﬁ'ﬁ YT (Keeping the Meeting Duration Balanced)-33% &1 9Hd ggd
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TS 51 B AR ATfs YT HTRT BT e a1t 35 | gTetiiop, Heayul faw, 75 uRarerrsh, =nfed
gferarsii a1 fa=n-FERn w gat W <A1 A | sHTaRas Taf ¥ S9d §U 5% GE IR & disd
AT IIRT | 3T Ysie BT HHARAN Bt GHENS, Frd! 3R BRI $ AR B! 38R &1 4
T H gerdr e g |

I WTW?&T\‘E‘T 3R fewieer A widl-3 (Follow-up and Recovery of Overdues

from Defaulter)

HISHIBEAY SRIM (MFI) TRid Al & 31fies R uRA 3 e 3= sqaamy iR e el
& oI HUr A €1 HUT T aTa TED! DI 99 JHT 3R fHwdi & SR I a0 HA1 i g
e Fit-Fft oo U THT IR forkd AT 78T R UTd, fSIY BT ST 81 o 81 59 RS
! f3feiddt (Delinquency) F8T ST 81
T Iieeh] W SR Fafiid w0 8 s 1 ¢ 3R 3 ¥ S &3 &1 a1 faerran g1 afd
TR-IR HIal-3T FHRA & a1 Ht T8H YA el HRal AR Uiasy & i ot 3wiig off 78t
T, df 3 FEWieex (Defaulter) T ST & | AISHIBTIAY 0T SHAR TR AT foeht fiRat
(Collateral) 3R TReR & 3T A €, 3T FHIAT AR BT TGS HAT B3 & oIl |

TR Tt oft T O avgeH & foe efep!, <aTd a1 TaRex! &1 SUTNT Tl & g |
3T I8 TACR], STded 3R Ifrd JoFifaat & Jream & el Rt Bl 81 B0 b IHa W
YN Sgd SRt § ifp 33 O T FRIM 30 Wd R BT § 3R 3T SRevade il &t g
U1 UG $HR UTdT 5 | 39T o 81 foved H &3 s <, 330 90y Ifud ded I3THR Tt &1
HHTYH BT AN

(Follow-Up Call)
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QYR DI BTGB B! IR BT TR T A1 ABY | ATSHIBIZT TR (MFIs) BT off
Bﬁaqﬁaﬁﬁ?mﬂmmm-
1WWW?W%D’%WWW (Create a Culture of No Leniency
Towards Non-Repayment of Dues)-WﬁWH@HWWWWﬁWWW
ST =1 B TP DI FSTHGRT AT AU IS DI A 91 IFad HROT & Y= H & el
2, O 39 MY 91 7 GHS oY | SN g U] # H T IR YITaH B $1 3fed fawRa
BId 7 3R Twy1 1 faciig FRUfS Aot & wg<t 21

2. U9 WR 4T eI 3R TR WU @1 (Timely Reminders and Regular Follow-up)-
TS g ! @1 fh=a ST 819 aTell B, I8 Ugdl ¥ & YA &1 dRI A6 fGar! alfet| hics
X% &I B, AfGaTd GaThId I a1 Garid & H1edd 9 Ueh! I AU a4 G- a1fgu |
AR HUH T F UeHh ST FTHGRT T8l YaAd 3R THT TR Y B & e URd 81d 6|
3. HHATRGT B THET FHTYT 3R STIER DI BT URALUT ST (Train Staff to be
Problem Solvers and Courteous)-ﬁ@WﬁWﬁmeWwamﬁ
RS B qHE T 3R 01 THIYM FAdhIe T | HHATRE! BT AdeR 375, Tgantt 3R
STATIYTIYU BT <fRT ifeh TMEh! T fAYT 11 X | 3BT TAER TS| Bl JRIT J TS el
® 3R THY R B gHH & o URd ol g

4. HHATRGY B TeaTe iR I 37 (Reward and Appreciate Staff Performance)-Sil
HHIR) e J 3 FaY ST G ¢ 3R b1 U1 B ageit & Ftbel Ted 8, I Uredrg
fegr ST TR 3= S99, RIGR I IR & [T § 1 fordT S IahdT 81 389 3=
HHaRG! &1 1t AFIea dgdT § TR 9 IR & g &1 dgaR Urad $Hd & |

5. IURTBarsil @1 fHafird dod SR HIAT 3R I=vd Ts+ W BT Udl & dgara
HIAT(Conduct Borrower Meetings and Modify Loan Terms When Necessary)-3HJ-HJ
IR IYRFGATS DI T3P AT B I¢ THT TR YA & ATH TdTE S DY, o 31fdes
R BT F50T, SIRT U Fa Bt GFAUT, HH 1T &2 3R WRBR] TroT13f o7 v | Ty &1, 3
fft UTew ! aRAfa® SIS 8, d TS| U HY W g BT 3afy, [l o1 Tveam ar fvea
B AR H I Jeard a1 o Il 81 398 AP IR IaH card Ta! usdl 3R 98 Bl
o™ | T&H B A1l g |

I Strategies to Recovery of Overdues from Defaulter (Fewieez) T s@maT iy &t aﬁ?ﬁ

WWW:@@HW@%,WWQWWW%W%WWWﬁ
WW?@TWU@Hw@ﬁﬁmﬂwwverduaﬁw%ﬁ?aﬁﬁ NPA (Non-
Performing Asset) ‘J-ﬁa:fw%l WW(MFI)WWH%@HW%%’Q
AR YA X 6 | 3N T IR A6H o 1Y 3w e T IWd gU FH 1T IR I !
DI HRA &, AP ST W1 NPA THfNT B ST €, T9 TRAT BT R 3= Had T3 ST A1y
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&1 Y HRATIE ST 8 | 3 T WGP Pl §1E @ DT Folrd U1 &1 agelt IR 4% & faa
ST € 1 $9b foTT MFI U JHTdT 3R AIoHIEG UM SO g | fEthicex! (@HRIGRY) &I IR
gt # fquifora foman SITan 8 SR Udie T9g & 1Y S1eT-31aT UM & S8R B faar
ST B |

Table:- BUT T Y& aTa SURBAISN Bt AVRT, RO T S-S AT qTelt IUMITAss.

®.| TURSdI Dl | B IPME S GUlidd PR HUATS, =1 9Telt TS
4. guft
1 | 3FuUREal = | U T YA S Y wd § O | U SuRSalsl $ S0 1 i 45 g
BUGPH T | I U156 ot | - a TAUTEM (Repayment) FHO-HRUT 2 @t
e maR IR | Yo @ erER] S 3= o | =gy | Sl A T4 @1 o Jedl § AR
HEH I 1 A0 & &, o 990 T YA e | TEE o 48 WS T o S5l
Bl
2 | duRedi W | 99l d JHEE g1, =S By | T8 SRSl & B0 Gd B i
ELEEL] 1O YT 3 & o g &1 (Reschedule) TS5 ST Tod1 & U1 MM
ARd§ Tie | EEE § WA gagE O 390! YT et & Yy it fodim
TEATEI T e Ul PHER 51 9dl ¢ TR | Ferddl 4 & @ ¢l 3G d 75 26l & AR
e AT i B S 6 T #9d &, o1 3% 1d 90Y 0@ J5F a41g
A gEd |
3 | d3uRDdl @ | ST Al S e E SEdE | SR P Uge U8 Ual oI Sed e
FUGEAT | B9, BUAEEG @1 SG o e | 9%ad § S adl S99 S0 91 549 1 1
TemE AT | 1 BT (Rebate) W B3 @1 T3 IEd PR G ¢, o B0 aHe! Tecl 3
UTAHH I | DI &1 91 e Sa8 20l | Termdn ot ol 9dl § 01 S Predls & ol
#l EIE-HEIETIE Thdl {1 Ha9HEdl US- U USged Jugid
[(One Time Settlerment) mﬁﬁ_ﬂﬂwgl
4 | IIUREl &l 7 | T 0 A T dEeR] §6 O Il AT F Ul &1 e FH F ag
ABNTEA T | drEE FEd 0 E SRl §1 | GEd B SIS @ a Sied | HR S
WM E A AE | B P § Oegie- S FfE 8 HOEM & FuIEA O TaEET g i
TP Fepdl § O 0TI @ o SUaT | JURE ! H Hen | oieg go@il OH @
e T §1 Hedl §

Note-ﬁwmﬁﬁq@?mwm%ﬁ%&m%ﬂﬁ (Negotiated Settlement) QW‘TQ
foraft ot Tia &1 0T &7 aTelt TR & SifApa SHIBRY gRT SrgHifea fasan s =nfRu

H%W%‘Tqﬂrr&ramﬂnﬁﬁ Fﬁmﬁﬂ:ﬂ (Notice) QTI'Q'CI'TS‘IT'Sc (Microfinance Institution) &
7 & 2T Sifdraaar (@ ia) & Ay § Woit o1 =g u|

HTT R Bt I & T BT HRaATs U A o aTel! UiehaT giat & | ToIed a¥elt JHTore
(Revenue Recovery Certificate - RRC) E@HWF@HW mmmﬁﬁxmmm%
& WY o1 Wilep ol UTed g =g U |
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7S AT & G e HT SRR HRAT SARID g, a1 S Taiferd gt Sa=ads sioaRedrd THUh 3iTg
& U o 2Tt Siferaedr o Arerd Qg &1 ST iR

Self Assessment A
(NCERT Based) Qf“

A. ?ﬁﬁw U¥ (Multiple Choice Questions)

1. WIS H w&ﬂw (Review Meetings) P Wﬁﬁ%’?

a) HIYG &l & b) 3= TRE R §

¢) 3t _Ifd &t ot § d) T8 9 B8 T8l

2. YRG! § YUl U7 A a0 A &1 G- (Notice) MFI & s ATead I Doq o=t
ElH%

a) UdYh (Manager) b) tl?ﬁ&ﬁ (Supervisor)

c) U & 3Hfegear (Advocate on Panel) d) sqfrﬁﬁ's‘q'sﬁ

3. QU neTid e (Negotiated Settlement) @I MFI & ford Sfad gRT &rﬂﬁﬁmw
el 82

a) BItS €IH b) PRRR

¢) YPd HTBRI d) 379 9 BIs ol

4. MFI &1 T3 ¥ ReiRa fafd &R S iR &1 Yoras 7 a3 & ufd DI Yepid
fao i Hx-t =g

a) aﬁs‘qﬁqﬁmo Leniency) b) ﬂ%ﬂ?ﬂﬂ?ﬂ (Tolerance)

¢) BIS &I (Let Go) d) S H ¥ PIs ol

5. MFI &1 91T U84 (Delinquency Management) & foTd SUdd XUl SO
EINY

a) 3 b) THA 5

¢) SYRSEd! DI JAYT & STAR d) 370 I P Tal

Ans. 1.b 2.C 3.c 4.a 5b

B. Fill in the Blanks.

1. 3TN S TG AT (Internal Checks and Controls) @1 T ASIgd HOTTE, A
BB 8 dP HH Bl 8

2. T Aal | fored Bt 1/ ford @t IR B ufkadH faam o Iaar 3

3.98 WW%%’QT{W (Repayments) ﬂﬁm\?ﬂ?f%l

4. 3B01 ¢ a1l R BT TG T T Fel Tal ! e § HHI & RO SYRSDT
TR A1 181 g1 A1 Wihd FHUT Il o GaTerd Dl A df T8l
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5. ST TR BT Y P AT BT PRIGTEY Teb THT T ATt g

Ans. 1.WW(Operational Risk) 2. H:W;PTHT:[ (Repayment) 3. feamad
(Concession) 4.49dl T[T (Ascertain), KIS E o) (Unacceptable) S.Effav_qT(Process
C.'\‘l’(ﬂqTTI?IT'[EH'I?[lI(True/ False)

1. BITS TIH & 1Y 9SDHI DI A Bt W ST aAfgy
zn@mﬁﬂﬁwmwmaﬁ%ﬁmgﬂﬁw (Rescheduling)mﬂﬁﬁaﬁﬁﬁaﬁ
3rgAfe 78T &t ST = |
3. 3 UTEP TY TY IT 3R IYRB AT B THIAT IR HH PR b (oY BIcs KB B
Sfd dreTe fear S gevdl &1
4. &M THAE 30 HHARTT & dgeR UG R HAfdaTd fdem & o gamg #vd g

5. AHG TG B a ARSI Bl e g Worez/=Me Jiga Tt x&-t arigul
Ans.1. sl (True) 2.7 (False) 3.981 (True) 4.8l (True)  5.3TAd (False)

D. Short Answer Questions.

Q1. MFls mlsaﬁwsﬁwwmﬁ) %ﬁEBﬁHWWW (Cash Management) 0\
SIS &2

FR:-SIT The YU ¥ TR & 47 BT Ta! SUTNT 3R GR&m AT it 8 | I Adhal B
HUI T GIUAN &1 FUTGHT HH 81 S 8 | Tal Aohe TaeH I BT fTaRT 3R agelt &1 Sl gare
U Y IAd 8 | T8 TR P! fahar fRRAT iR fayg=iadr &1 +f derar g

Q2. AP ¢ UUE (Cash Collection) %mwmwmﬁ (Accounting
Formalities) &T guiq HIfeTT|

FU:--ThE UK B TR IUD! ¥ I4TG SIRI BT Alfgl | I AF-¢-1 DI Adha Jxd (Cash
Book) H Hg! &1 U ol AT AIfeT | THIA AdhG! ! T R dab B SIHT AT A1fgd | 37 uisharsif
T fo<it Reprs Tdt® SR uRexlf s 3gd 5

Q3. W-h%Cash Basis 3N¥ Accrual Basis Accounting ﬁmwmg?r%v

¥R:-Cash Basis Accounting & 31TT 3R o7 &1 quft gof fran SIran 8 519 arda § Favg uTe I
HITdT fa1 ST 81 Accrual Basis Accounting T 31T 3R Tg B I g & THG ol BT Sl
%, T’ﬂ% Wﬁ'g'&ﬂam:l'bpfl Cash Basis Wﬁ?ﬁ%, STEfd Accrual Basis 3if9& Iciep foxig
fRufa Tt B 1 MY BT ITTNT S-SR STIIH TSN & IR a1 S g |

Q4. T qHPalsi (Defaulters) ¥ F& fAuer iR ot Bl geH & e T 9 9@ & 3R
€t e §2
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FWR:-UT godhdial &t (U T Ugd ! i d1 AT | I5 THSHR 3R TRTHRT ShR
YT & fore IR B =1fee | afe 3 3nfiies oferg & & o g ot 1< aiom s ot
Tl g1 MaRIHdl U8 R GRIM & a0} & SR AT HIRaTs 1 Pt 51 Tbelt 3|

Q5. SURTATSH | THTAT TR BT TYet B aTd Wi WP B MFI fFT UHR BT ufreor
a1 Tnfge?

FR:-WITS WH DI JUTA! FaTe 3R UTed TagR o1 UiRIET fean ST anfgu| 3 0T agett o
gforarsit 3R TRIM B ifaal &1 T STHeRI g1 et | faare! & ifaqul a¥ie & gagm &
da-itep ot Riarg I a1feu | $9 S, Afdd SR TS a¥d! & dXid! BT uiRieor of
3{TIRTF ¢ |

E. Long Answer Questions.

Q1. PTRINT PHATNG] & 1Y 951 & ardd qd1g (Meaningful Interaction) CARCRILGIR
P qUIF BIfoC |

Q2. "SPNGRI (Defaulters) I THTAT AT Pt Jac] HrAATE! (Follow-up) Ta aJat
(Recovery)" WR U& feuguf} faf@u|
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Communication
Skills

e  Method of Communication 91X &I faferm

e  Verbal communication HIf%a® FaR

° Non-verbal Communication 3 Rg® GAR

e  Communication Cycle & Feedback WaR =sh a ufayfic

e  Barriers of Effective communication FHTa2ITell HdAR &1 HfAAT

What is Communication? (GaR @1 27?)
Communication is an act of sharing information, ideas or feelings from one person to
another. §aR g8 ®1 31era1 UfshaT &, foRa U aafth gar afRhdl &l 31U fa=, 3o+ 81a—1d g T
FiedT T 9T § |

Define Communication Process or Elements. SR @1 UfshaT AT dedl T 901 B |

Sender (¥9®) :— _m
Asenderisapersonwho send the message to anothers. = ' :

UYE I8 Afth § SIl A B Yo Afh o AR Afth dd Hord 2 |

Feedback
‘ ~N

Encoding (S®IST) :=—

Ecodingisthe process of converting the data given |

formatto another format or code due to safety and send to —
receiver. SHITST H HIY BT T HiHC A AR BiHC § IRAfIT R IAD! FRIET fHar Smar 8 iR iR
SR AT ST R |

Message (6Q9T) -—
A sender sent the idea or information to the receiver is called message. U¥& <% & ®9 H

DIg AT, fIaR UTaed! HT Aol 8, 98 Ha & |
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Channel (dTeg™) -—

A message can be sent through various channel like email, mobile phone, post card to the
receiver. There means of communication is called channel. 9 89 G331 BT faf= A1eaHl SIY $9,
CBI AT URSHTS IS GRT ATAHAT B F9Td & | A FAR & AT &1 AedH HEeld 2 |

Receiver (UTwiddl) :—
Receiver is a person who received the information as message from the sender. Trcaat

Ig Ifh B 1 IS W HIW B HY H G I BT 2 |

Decoding (Re—®IfS) -—
Decoding is the process of understanding and interpreting a message received from
sender. fS—HISIT I¥H W UTQ Ha BT THST AR ARAT TR DI AHAT T |

Feedback (ufergfie) -—

Feedbackin communicationis the response, reaction or information given by recipient of
a message to the sender. 519 AR Hfshar & WTddl J¥6 H QI YIS HRAT © dF WD SS9 | TN
SfifRaT < &, o) SR R ¥ |

Describe Method of Communication. GaR & d¥Ya! &T qui- &I |
Face to face Communication (ST —aTA W4AR) -—

There is nothing be better than face to face communication. It helps message to be

understand clearly and quickly. STHI—H™Y FaR &1 T BT ANIHT 2 | I e f Medr T

AT § HHST H 7SS HRAT T | ;@\
e saidred
Notice / Poster (tfed AT UIvex) — Communication
Itis effective when the some message hasto go Methods
outtoalarge group of people. Like—poster of any lL’"‘IMJ
advertisement or shop closed poster etc. I8 R 9 ﬁm
JATGRITCA & 519 Ha¥l U 93 ST RIE & a1 81 | STi— DI i Speakf"g :_]
fI=TI UIReR AT I 4] BT UIRER 3T | gl
E-mail (§—3el) = =2 (]
E-mail can be used to communicate quickly with iy ETI.
e . . . "Communication is the oif for the
one or manyindividualsin various locations. It offer at low machinery”

cost. U AR BT YT U 1 g AT Dl STeTT—3TeT XIT
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TR ear A Ao B Y fhar SIar @ | 399 oIrTd WY H o1l 2 |

4, Business Meeting (camaarfa #ife) :-—
Communication during business meetings an organization generally addressed to a
group of people. TTATRIG AT H Udh AT g HHATRAT & A1 AR RIUT fHar 97T 2 | I8 9aR
ke & vy | Hefda grar g |

5. Any other method of Communication ( 3=1 T8 ) -—
There can be various other methods like social networks, message, newsletter, blog etc.

AR & I I HB T & oiki— AL edd, AT, Yol—oley, I il 3T |

> What is verbal Communication. Explain its advantages and disadvantages. #iRa® daR Fa1 ghar
2? 39D 19 9 ST Idr3n |

using words. Itis, what most people use asa method of communication

N
HiRge FAR a8 BT o, FoTAH G BT G-I Rl Bl IAdR [HaT 3 :

Verbal communicationis the sharing ofinformation by ‘ ‘

ST 2 | I8 AR BT 98 d¥IbT & FOTaa! SIS ol YN 6d ¢ |

Advantages (¢ITH) :—

= Verbal communicationis very easy. AIf%a® HaR 980 ¥Rl BT % |

* Verbal communication send the information quickly. HIRae FaR H 2T e T Word =l
* You can get quick response . AIRad HaR # fd gfte ofrer 8kt 2 |
= Verbal communication is more effective because a lot of people use it. HRa® HaR EESERIENIK!

Disadvantages (gTf=rT) :—
* Clutural differences between sender and receiver of information. |<¥T %o dTel @Ifh G YTl
DI AP H R B Fh T & |
Differences may be due to the use of different languages. 9T ¥ HIRad AR # 3R TaT R <A 2,
ST DIs U T 99T 37T 81 T ST S Sl & |

> What is Non-verbal Communication? Explain its importance? ¥ Rad HaR 1 87
P HEcd gl |
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Non-Verbal communication is the message we send ) |
to other without using any words. We send signals and message to
other through expressions, gestures and body postures. 3IRa®
AR # H3 B e it & ura 997 2real & 91 Sl 2 | 89 9,
RITe, SARY # Sfa—7a g1 e AR Fareit g1 ory # | Ef

Importance (&) -—
* It provide fast feedback. 39 Ha ¥ &1 U gfte <frar 8l 2 |
* |tis time saving communication. 39 AR H 7T &1 g9d 81l © |

> Explain types of Non-verbal communication. 3 RI® GaR & USRI BT avi= BN |

1. Facial Expression (48 & H1d) :— L\\\ ,/"‘_,J \ ﬁ/l i -

A facial expression many times shows the feeling of ey (= Suprees: Shiong
person like ,, etc. I&X B BTG ERT AT Bl Jo=T ) IR 6T (@«Zk\l [/%’_’”J\) (/.9 @
UH UHR 2, I s & H1a) B &b dal 2 | o GRT

Angry Confused Embarrassed Sleepy

2. Body Posture (IR &1 gg1) -—
Posture are the position of the body they show our
considence and feeling. &1 IRR &I A=—f=1 UISier &, srefid
w0 &, 5 3R faR) g scfdeard &) qoiid &

3. Gesture orbody language (IR A1) - —

Gesture describe movements of parts of the body. Like hand, head movements. IKIR®

WYT R | 3789 © | I8 IRR B T §RT BT T3 SeTadl I P S 2, 919 812, 7 RR 3 SomRy 3nfe |

4. Touch (@®R) -—

We communicate a great deal through our touch, such

as shaking hand. 89 U& 3R & B&R 41 HaR BR Al & o — el
BT fHeTTaR 3Mfe |

5. Space (&) :—
The space between two persons while communicating depends on the intimacy or
closeness between them. 9 &1 fth 39T H 9T H< T2 &I, Al a1 U g & fbal THIY &, I8 aI

et & P a5 et va g @ aior § |
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6. Eye Contact (FoR fAdT®R) :—
Maintaining an eye contact with person you are talking indicates interest. <9 3mq foh=iT &
TR TR 91d HRd &, I I8 9arar © foh A o o H fara s 2

7. Paralanguage (ART—af7dw) :—
Para-language is the time of our voice, speed and volume that make a difference in meaning of

communication speaking fast show nervousness while speaking too slow may show seriousness,
sadness etc. I8 BIR AT B SAR—TSId RT THC BT STeh & | Tl 89 oof dicf X8 8, T8 RN 94 Bl
AT g iR AR e agd ST i R &, IR A AR E, aﬁa@wﬁ%ﬁswm% TR E |

S, O

> Explain Visual Communication. §3 Y4 &1 aUi+ & | @ ‘

AVisual Communication which involves sending

and understanding messages only through imags or picture like traffic @.vr((‘ @

symbol etc. T3 AR TP 98 AR ¢ Fore Fe AR} & gRT 9491 9 Tt /\ ¢ o "'_"_T “
>’ @®
lll@”

ST & O ¢fthdp Riveiet enfe
-: Communication Cycle and Importance of Feedback :-

> Whatis Feedback? Write itsimportance. (afcfosar ar uftgfie Far 8idl 82 sueT a8 9arg |)

Sender receives an acknowledgement from the & ?% @@

. . b . -3 RES| SE OPMION
receiver about getting the message. When a sender sends information s A 7
the seciver provides feedback on received message. Feed back can 2 N7 SURVEY
be positive or negative. Feed back is the important part of communication O‘KFEEDBACK-/L

cycles. Ha &1 YD (AT dTelT) ST9 A TS Dall A SATHRI U1 DR T T L e

3 o5 o ST wden firel T &1 8 R | o v e R @ wll A

AT IT<Tehdl | HRLT WIS bl T &l Sl 8 | Ffigfe AR A1 bR ThRIAS A1 81 Aehall © | Ififshar Far
AT BT AEqUl 3T & |

Importance of Feedback (ufdfssar /ufagfe &1 #8w) -—

1. Effective Listening (=Tfaa srqer) -—
The person providing the feed back. They have been understood well and that feedback
provides some value to speaker. ST9 310 U¥& BT Uffhar < € o7 gA®T 31f © 317 991 %8 & | 399
AT B A T T 2 |
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2. Motivation (rf¥9IRoTT) -—
Feedback can motivate people to Build better work relationship. ufigfte @i & drr sres
P eer AT BT B | A SADBT AGA W ST 2 |

3. It Boots learning (= &1 dgTar) -—
Feedbackis important to remain focused on goals, plan better and develop better. ufcrgite
s9fery W@yl § f I% |l W I Sfad R IS8T AN 99 9T 3728 Icute 9 Ha s
PR H BRS¢ |

4. Improve performance (939 § o) :—
Feedback can help to take better decisions and increase performance. uftrgfic aree Aot
oM g B e A UR $R H HERS ¢ |

> How many Types of Feebcak? (ufagfic fdaa gerR @1 27?)
1. Positive Feedback (W&RTcH® Hfagfie) -—

When a sender gets positive acknowledgement from the reciver called positive feedback.

2. Negative Feedback (dRTcH® gfiayfic) -— of F
When a sender gets negative acknowledgement from
the receiver called negative feedback. ST§ 9% BT AT Ul o
FHRIED Tfifshar fie Y I ThRIHS wfgfte ded 2 |
Positive Corrective) {_ Negative
3. No Feedback (#13 ufagfie 7=T) -—
It is also a feedback in itself which indicates disagreement of ideas. I8 ¥ 31U+ 319 # Y&
TS © Wil fIaRl &I SRIEART Bl ST & |

> Whatare the qualities of good feedback? Ua 36l WIsd® @ T [T &2

1. Specific (faerw) :—
Try to include examples to clarity your statement. 399 24 @ 3194 WS ®I FHIM & forg
BRI IQTERVT BT TATT B |
2. Timly (999 WR) :—
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Provide feedback to sender timely otherwise it loses impack if delayed for long too. ¥¥@

BT THY TR Brsdh TS B 3T T B TR BT YA TAT &1 ST & |

3. Polite (fa=rsra) —
During the feedback receiver should not feel offended by the language of the feedback.
TBISad B SR, UTIDBAT DT BrSdd DI AT I ATEd FeGH ol BT A1y |

> Whatis Effective Communication. Explain 7'Cs. YHTa2ITelY SR dT BT 272 39@ 7 Y &7 qvfs &Y |
Effective communicationis the process of exchanging
idea, thoughts, opinions, knowledge and data so that the message
recived and understand with clearity and purpose and both party are 3
satisfied. TTdt AR faamRi, I, S 31R STT & SMET Y& & ufhar & Lt pa- 5 )
I 3w Teed IR IeT ST AHSN S 6o | SHH WaR & QI e dqee a1 | “, Ncs

1- Clear (W) :_ F'INC FOCUS
Communication can be clear about what you want to say. HdR &I W< g1 1Ry ST
39 BT aTEd & | T AR TR PE |

) Eww o

2. Consise (%iféra) :-—
In Communication use simple words and say only what's needed. HaR # 899I GXal &1
BT T BN MR AT B il 98 STl 8l |

3. Concrete (31) :—
Must use exact words and phrases in communication. HaR # S I 3fd erea] # araien
BT B TART PN |

4. Correct Information (W21 SITF®INT) -—

During communication must use correct spellings, language and grammer. aR & SR

TET IR, WoRT T ST 97T BT T=T B |

5. Coherent (F&rd gIT) -—
In communication, your words should make sense and should be related to the main

topic. AR ¥ T VI TTeQT BT TART I FS7=7ehT H1g 31ef 81, 9 9w fdg 9 S gu r|
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6. Complete (gofar) :—
A communication should have all needed information. Te TaR IT G § 3Maegdh T
SR 2T BT STod & |

7. Courteas (fa=rardr) -—
A big need of communication is courtesy, there must be use word like respectful and
honest etc. IR # A5 7 RIe@R EFT TN € | 81 AR § GHT 9 SAFGRT 99 ¥&] BT a7
BT MR |

> Whatare the Barriers to effective communication? 99Tl HaR &1 HfAai Fr 87
1. Physical Barriers (¥itfia 9e1mg) -—
In this communication sender and receiver cannot able to see gesture, posture and
general body languages due to communication is less. 578 HaR # U¥$ T YT<ldhd! I & STa—HTd
UITeR 9 9il ool F81 <@ Y o HaR YHIGeTell T8l 81 U § |

Abtitudinad M

2. Linguistic (Language) (WTST GqEf) -— e
‘Semankic :'WH’:
Theinability to communicate using a language is — s
known as language berrier tocommunication. Itisthe most e I:.-‘]
A Lan;
common barriers, which cause misunderstandings between : g Sarars
y
people. fHAT HTT BT STAT B fbdl I HATE AT FAR T HIAT Communication Barriers |
MY A1 I8 AR H 77 Heeh qrem B ® | WTeT et STeT U 31 il ® Si N @ i | Teiabetaat

YT el 2 |

3. Interpersonal barriers (AREUR® AT SAfBIT IIEMT) —

Itis very difficult to communicate with some one who is not willing to talk or express their
feeling and views. Stage fear lack of will to communicate are some example of interpersonal
barriers. U &fth & ATl HaT& A7 AT BT A 8 Sl U 91 &h B & oy IR &1 78l & | 49
BT R T [ATG B DY 32T A BIHT ARG FaR H qrermell & ISTER & |

4. Organisational Barriers (HiS-TIcH® STET) -—
An organizational works on the basis of formal hierarchical structure that follow rules and

regulations, procedures and policies. All these things affect the free flow of communication in

organization. Td |G EHRIT SNUATREGAT & MR W BRI BT B | HD 39D HB UTTAR G
B 7 | 390 fe e g fder g Aifai 8t € s SR W H7e &1 oear 2 8k A 99 Aol dar
T I B E |
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5. Cultural Barriers (|i¥pfere €Temg) :—

Cultural barriers is when people of different cultures are unable to understand each

other's custom. Resulting in inconveniences and difficulties. HIRp IS dRITT Td I Bl & oid
ST areT—aTenT Wi Tl & BN # 3R U quR B QY Rerot B ey i ool 8 § | g waR A
CICIECICIEE
> Find the ways to overcome barriers to effective communication. (3R # qrEMell &I R A D
|UH )
There are some ways:-
1. Use simple language. =l 19T &7 T3RT X |
2. Use visuals. 32 3 &7 JART &Y |
3. Be Respectful of other opinions. TAR @ =R} &1 F=I < |
4. Take help of a translater to over come differences in language. ¥TT Haell SR # 3racd &
HETIC o |
Self Assessment !
(NCERT Based)
(Set — 1) Communication Skills
Q1. Multiple Choice Questions (MCQ) :-
1. Which of the following is NOT an element of communication within the communication process
cycle?  (Fr=forRad # & o9 A1 HaR &1 A 781 8, Sl AR dsh & a7 8T —)
a. Receiver (R¥fTaR) b.Sender (W¥)
C. Time (¥ ) d. Channel (=7e)
2. You need to apply leave at work? Which method of communication will you use? (GTFCI’cﬁ Eapikst 'Eg?f P
foTT ammaes BT & O 31T AR BT B T AT WA hyal—)
a. e-mail (E—e) b. Poster (TR<R)
¢! Newsletter (R[ufeiey)  d. Blog (i)
3. By which action can senders send their messages?  (J¥& e foralT GIRT TUAT w1+ Hahell & —)

a. Gestures (33N) b. Speaking (STeTT)
C. Reading (4&+) d. Writing (eI%&)

Q2. Subjective Question:
1. Make a chart highlighting all the methods of communication. Use markers and colours to highlighting

differences amongst all. (AT & ArIH & AR &I ARGl &1 gof H?)
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b. Talking at moderate speed  (FegH T & 97q H=A1)
c. Sitting straight  (Xf1&r §3=)
d. Tilting head a bittolisten (g1 & oY AR BT ATl FbTI)

4. Which of the following statement is true about communication?

(FrferRad % 9 HoM HaR & IR AT & —)

a. 50% of our communication is non-verbal (B1RT 50% HaR X AR 8)

b. 20% communication is done using body movements, face, arms, etc. (20% AR IR "
Tt &1 START B fhar ST &, N, BT 3fe)

c. 5% communication is done using voice, tone,pauses, etc. (5% HaR 3fTdTol J TR 6T SUAT
S i

d. 7% communication is done using words (7% HdR ITea &I YANT d¥ds fHaT ST & )

Ans:. 1.B 2.C 3.A 4.D

Q2. Subjective Questions :-

1. Draw any five common signs used for Visual Communication. Explain what each conveys and
where did you see it? (539 HaR & Ui g1 & R H I1G ST 37U Pel axd 81 IR I T FIA S B A
?)

(Set — 1V) Communication Cycle and Feedback

Q1. Multiple Choice Questions (MCQ) :-

1. Which ofthese are examples of positive feedback?

(STH ¥ PIF AT ABRIHD HISdd BT SGTERT &)

a. Excellent, your work has improved. (380 SfeaT JMuaT &1 ¥ FeTR 837 )
b. I noticed your dedication towards the project. (H+ TRITSTAT & Hfe 3MTHT FTHIOT AT )
c. You are always doing it the wrong way. (30 $& &2 Teld RId H B <& 8)

d. All of the above (STRIh 1)

2. Which of these are examples of negative feedback?

N

(T | DI AT THRIHD FAfHAT BT SETERT | —)

a. | hate to tell you this but your drawing skills are poor. (=1 3TU®! I adT+ # THRd & I8! &,

AfHT JMMIBT SIS BITTA TR B)

b. You can surely improve your drawing. (3Td ff¥=rd w1 & 310+ SIS H FoIR IR Fdhd 8)

c. This is a good drawing but you can do better. (18 U 18] ST ® <ifthd $H 1T d8aR a1
HHAE |

d. None of the above (STRITH # A ®IS 781 |)

O,
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(Set — 1) Verbal Communication

Q1. Multiple Choice Questions (MCQ) :-
1. Which of the following is an example of oral communication? ( fF=ferRad # & dr—wa1 AIRa®
TR BT SISV & —)
a. Newspapers (F9@R 93) b. Letters (45) c.Phone call (%19 ®fal) d. e-mail (5—a)
2. What are the types of words we should use for verbal communication? (&% #IRaa ware # farsd
YHR & ] BT TART BT A1RY —)
a. Acronyms (afRaoff) b.Simple (<) c. Technical (@&-aT)
d.Jargons (IreasiTed)
3. Why do we use e-mails? (89 §—¥dl T SUIRT F41 Hd & —)

a. To communicate with many people at the same time. (T& F7I # %3 AT A HaTg & forg)
b. To share documents and files. (GXATIST T HISE! DI HIST B B folq)

c. Totalk to each other in real-time. (@& 77 # U IR TR A 91 FHR1)

d. To keep a record of communication. (FaR & R&1E @)

Ans:. 1.C 2.B 3.AorB
Q3. Subjective Question:-
1. List the different types of verbal communication. Include examples for each verbal

communication type. (HIRa® HaAR & BRI &7 U ITER0T Afed B ?)

(Set —11I) Non-Verbal communication
Q1. Multiple Choice Questions (MCQ) :-

1. Which of these is a positive (good) facial expression?

(STH & I T TR B AHRIHAD (3126 31fieafn & —)

a. Frowning while concentrating (€T &fad &< Ga iz Riage)
b. Maintaining eye contact (3Tal & HU® FTT IGT)
C. Smiling continuously (SR JRHRTT X&)

d. Rolling up youreyes (=il 311% gHTT)
2. What does an upright (straight) body posture convey or show?
(e TR 5T T FaTeh 7 fwandh ® —)

a. Pride (Ra)

b. Professionalism (@ra=aTfan)
c Confidence (3TcAfawar)

d Humility (fa=rsra)

3. Which of these is NOT an appropriate non-verbal communication at work?
(AT WId TR 374 A DI—AT JHIRIH FAR UG 8l & —)
a. Keeping handsin pockets while talking (9Td &= THI ST H 1T I@N)
Employability Skills-10th




3. Which of the following are effective components of a good feedback?
(FraferRad % | dIF | T 18] Biedd & JTdl 9 & —)
a. Detailed and time consuming (fa%< Ud ¥ i+ dTel)

b. Direct and honest (el T SAMER)
c. Specific (fafdre)
d.Opinion-based (RT3 3eTRa)
e.All

Q2. Subjective Questions:-

1. Identify how and when to give feedback. (€@ FT & ? S Had Il ?)

2. Explain the importance of feedback. (& 328 wiedd BIF AT & ?)

3. Use suitable words and phrases when giving or receiving feedback. (BI€dd® fa R @t
BIdil 8 ?)

(Set — V) Barries to Effective Communication (HTdl GAR § qreNY)

Q1. Multiple Choice Questions (MCQ) :-
1. Which of these is NOT a common communication barrier?

(379 q BIF—A) AT TR B ST 6 & —)

a. Linguistic barrier (\T9Tg sTem)

c. Financial barrier (fa<ir amem)

b. Interpersonal barrier (TR qre)

d. Organisational barrier (HecrH® dem)

2. Which of these are ways to overcome communication barriers?

N

(ST 9 FAR @ Il UR B U B i § XD ©§ —)

a. Respecting each other's differences (3@ 3N & HAAWG! BT TR BT

b. Using atranslator (3TaTad &1 HANT &=

c. Not communicating atall (HdTg fdeTder 1 81 HeT)

d. Using your own language for comfort (gfderm @& forg 3usil AT &7 JART BHRT)

Ans: 1.C 2.AorB

Q2. Subjective Questions:
1. What are the Communication Barrier? (2R ¥ 31 aTefl STETa1 BT a0 B3 ?)
2. What are the methods of to solve the problems of compunction? (FaR @7 T3l B G B B
T U 2?)
3. What are the effective Communication? (JTdT SaR &7 21T &7)
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