my today's paper
Q#1 Impediment in expansion of market ? 3marks
Q#2 about Spread rate and variabl interest rate ? 2.5+2.5=5 marks
Q#3 business risk on Risk management process
baki kuch yaad nai h
in MCQs
CDNS stands for
CFC stands for
Central Depository Company (CDC)



Virtual Private Network (VPN)



Pakistan Banksâ€™ Association (PBA)



Pensioner's Benefit Account (PBA)



Central Directorate of National Savings (CDNS)



Bahbood Saving Certificates (BSC),

A holistic customer experience is a key concept. It refers to customers having access to online channels, which empowers them to get advice and act on their own. This requires an adaptive architecture for synchronized data exchange. Advisors also need a readily accessible view of all the clientâ€™s interactions with the bank (including self-service). In this way the advisor can ensure the client does not become frustrated with the bankâ€™s service, and instead gives the client the feeling that the advisor has a firm grip on his or her banking matters.

The fact that a substantial minority of survey respondents said their targets for growth is optimistic suggests that executives at many institutions are not fully convinced of the strategies they are expected to execute.

Proper quantification of risks and financial outcomes, and the use of a range of analytical techniques, are essential in formulating strategy. In emerging markets in particular, this means selecting the right geography or segment to achieve and sustain profitable growth. Proper planning does not mean slow execution, however: successful institutions are capable of testing new ideas and adjusting to market feedback at speed.



ICICI, one of Indiaâ€™s largest banks, recently adopted this strategy with its acquisition of Anagram Finance, a domestic finance company with 60 branches. And in Brazil, Unibanco has joined forces with Fininvest, a leading Brazilian finance company with receivables of roughly U.S.$1 billion and a client base of several million. Fininvest targets low-income consumers by financing specific items in stores through agreements with retailers. The company has developed sophisticated systems for risk assessment and customer management: Credit assessment is centralized, closely controlled by the corporate center, and completed before any loan is approved. The company also regularly screens transaction histories, purchasing patterns, and payment records in order to identify cross-selling opportunities.



Double-Loop learning we reflect and ask the â€œwhy notâ€� questions which could lead to a paradigm shift.

Double loop theory is based upon a "theory of action" perspective outlined by Argyris & Schon (1974).



The common trait between money laundering and terrorist financing is concealment



The steady growth in personal deposits is largely attributed to:

(i) record inflows of remittances; and (ii) a sharp increase in per capita income in the wake of strong economic growth in recent years.



The Federal Government established the Banking Ombudsman in 2005.





High Personal Trust exists when we answer yes to the following questions:

â€¢ Is this person honest and ethical?

â€¢ Will she/he make good on her/his word?

â€¢ Is she/he basically well intentioned?

â€¢ Will he/she handle confidential information with care and discretion?

â€¢ Will he/she be straightforward about what he/she doesnâ€™t know?

â€¢ Leaders may persevere in relationships based on personal trust no matter how exalted they become in their leadership roles

â€¢ But such relationships are unlikely to remain static

â€¢ They are also unlikely to provide the kinds of deep, often specialized knowledge leaders need

â€¢ In circumstances where advisersâ€™ competence matters as much as their character, expertise trust enters the picture





represents an â€œuntapped goldâ€� client segment in the product-push approach



As Figure 11 suggests, this push approach was successful in capturing market share of high-value and easy-to-please customers.





Methods used to assess potential include compiling data on average assets of inhabitants of neighborhoods, employing statistical methods based on similar client profiles, and offering sales force incentives to capture and update client potential.





Seven Dimensions of the Customer Value Package

Financial

Procedural

Deliverable

Informational

Environmental

Sensory

Interpersonal



Consumer Banking: Definition

Services provided by commercial banks to individuals (as opposed to business customers) that include Current Accounts, Deposit and Savings Accounts, as well as Credit Cards, Auto Loans, House Loans (Mortgages), Personal Loans and Investments. It is also called â€œRetail Bankingâ€� and may be used interchangeably.





A relationship-based approach for these high-potential clientsâ€”who may not yet qualify for private banking servicesâ€” could create a virtuous circle through a win-win relationship in which the customerâ€™s perception of increased value generates more share of wallet, which gives the bank a better view of the clientâ€™s needs, resulting in better advice, which increases still further the customerâ€™s perception of value


Question No: 23 ( M - 3 ) 
How the banker will ensure the reliability of the person not introduced by the branch employee of the bank?

Question No: 24 ( M - 3 ) 
Discuss the relationship-based approach for high-potential clients.

Question No: 25 ( M - 3 ) 
What is the difference between point of sale and doorstep delivery?

Question No: 26 ( M - 5 ) 
From a consumer’s point of view, why high interest rate spread and variable interest rate are important issues in consumer financing? (Marks=2.5+2.5)

Question No: 27 ( M - 5 ) 
What challenges did the financial companies face at the time of entry into consumer finance?
BNK603 - Consumer Banking - Q.No. 23 ( M - 3 ) 
What type of risk and implication are associated to growth of customer finance?

BNK603 - Consumer Banking - Q.No. 24 ( M - 3 ) 
Why consumer says that info disclosure practices are poor in bank? www.vuzs.info



BNK603 - Consumer Banking - Q.No. 25 ( M - 3 ) 
What is difference between doorstep delivery and point of sale delivery?

BNK603 - Consumer Banking - Q.No. 26 ( M - 5 ) 
What is CFC?

BNK603 - Consumer Banking - Q.No. 27 ( M - 5 ) 
Explain money laundering?



Objective Questions
Which of the following is not the outcome of the best implemented Business Model?
efficient
unique
strategic fit
ineffectiveness
"Easy paisa" is one of the following strategies of the "Tameer Microfinance bank" for becoming the profit booster:
customer lock-in
pre-emption
choke point
operating agility
Which of the following is/are the strategic objective(s) of price bundling for a bank?
Cross-selling to customers that only buy one of the products
Retaining customers that already buy both of the products
Acquiring new customers when they buy neither product for the time being
All of the given
A person call consumer, when he/she purchase product for ________ purpose.
Resale
Personal
Production
None of the given
Which of the following customer interface refers to all the knowledge that is collected from and utilized on behalf of the customers?
Fulfillment and Support
Information and Insight
Relationship Dynamics
Pricing Structure
Strategic Assets of a company includes:
Brands
Patents
Infrastructure
All of the given
Other name of consumer banking is ________.
Customer banking
Retail banking
Whole sale banking
None of the given
Scale is the part of which of the following profit booster segment?
increasing returns
competitor lock-out
strategic economies
strategic flexibility
Benefits attach to the bundle of products being offered by bank to its customers is called ________?
Customer preposition
Value preposition
Service preposition
None of the given
People rights as consumers are interlink with their rights as ________?
Citizens
Nation
Civilians
Population
Among different dimensions of the customer value package which one of the dimension represents that Banking is a service business with no tangible products but still it needs actual delivery in certain items?
Financial
Procedural
Interpersonal
Deliverable   page 18

Which of the following is not the key component of profit boosters?
Increasing Returns
Competitor Lock-out
Strategic Marketing  page 11
Strategic Flexibility

Both the mass retail segment and the small business segment deliver the scale Bank
needs and act as a ____________for future mid-market clients.
Feeder channel   page 45
Customer channel
Product channel
Both customer and product channel

Which of the following factor(s) tend to reduce the financial flexibility of a business  model? 
Capital intensity
Big debt load
High fixed cost
All of the given options  page 16

Which of the following changes are rarely undertaken by the business and operating models?
Transformational changes  page 20
Transitional changes
Structural changes
All of the given options

A firm with a large user’s base, rapidly extracting feedback from those users, can  improve its products & services faster than its competitors by:
Network Effect
Positive Feedback Effects page 11
Learning Effects
None of the given options

Right to basic need does not include:
Clothing
Shelter
Education
Healthy environment  page 26  quizz

Their low-balance customers are happy using self-assisted channels, what is required  by High-balance customers?
They like internet banking
ATM is required the most
They need experienced branch staffers  page 42
Their need is fulfilled by the call centre

Which of the following factors have influenced more customers to shop around for
financial services?
Growth in online banking
Awareness of financial services products
Increased competition between established players
All of the given options      page32

_______is basic to human survival and it must be shared, strengthening, socially responsible and sustainable.
Creation
Consumption page 26
Production
Conservation

What is the common trait between money laundering and terrorist financing?
Concealment  page 51
Legitimate
Revelation
None of the given options

Risks that negatively affect the reputation and standing of banks is known as:
Market risk
Credit risk
Reputational risk  page 51
Financial risk

Consumer financing is designed for which type of services??
Financial support to enhance living standard  page 33
Financial support for education purposes
Financial Support for wedding expenses
None of the given options

How outsourcing has become significant in recent past?
Because various core activities are being handled by outside vendorspage 34
Because various core activities are being handled by stakeholders Page 5
Because various core activities are being handled by shareholders
Because various core activities are being handled by the Government

A vision imposed by the new team at the top cascades down through the organization in the form of changes to the_________.
Business model
Operating model
Both operating and business Models  page 21
None of the given option 

Which of the facilities are NOT available in e-banking?
Fast withdrawal of cash
Balance inquiry
Transfer funds
None of the given option PAGE 68

The high difference between lending and deposit rates indicates that:
The depositors are not getting due returns  PAGE 75
Huge profits are being earned by the banks
Banks are earning more at the cost of the depositors
All of the given options

Interconnectivity of business and operating model makes ________ changes highly complex.
Transformational changes page 20
Transitional changes
Structural changes
All of the given options

Which of the following customer interface refers to the nature of the interaction between the producer and the consumer?
Fulfillment and Support
Information and Insight
Relationship Dynamics  page 03
Pricing Structure

Which of the following is the significant achievement of the consumer financing?
Providing access to purchasing power to the middle class consumer  page 53
Providing access to purchasing power to the Elite class Consumer
Providing access to purchasing power to the lower class consumer
Providing access to purchasing power to all type of consumers

Banks are required to maintain a general reserve at least equivalent to _______ of the consumer portfolio which is unsecured.
0.5%
1%
1.5%  page 67
5%

State recognizes people as_____________, whereas markets treat people as consumers and value them as customers
Citizens  page 26
Nation
Civilians
Population .

Which of the following constitutes a significant portion of banks’ lending portfolios?
Credit finance
Foreign Exchange
Consumer finance  page 53
Money laundering 

___________is an established financial product across the globe, particularly in mature economies.
Terrorist finance
Credit finance
Consumer finance  page 53
Money laundering 

Any act or attempted act to disguise the source of money or assets derived from criminal activity is known as:
White money
Credit creation
Money laundering  page 49
Withdrawal of money

Which of the following is/are the basic step/s in the action theory learning process?
Invention of new meanings
Discovery of espoused and theory-in-use
Production of new actions and generalization of results
All of the given options   page 46  quizz19

Which of the following could be indicator of financial health of the household sector?
Pace of growth in individual accounts
Individual customer’s investments in the stock market   page 60
Increased purchasing power of the middle class consumer
None of the given options

How diversified portfolio enables bank to reduce their dependence on few or single borrower?
Due to small customer base
Due to huge customer base   page 34
Due to economies of scale
Due to large deposits

While extending financing facilities to the customers, the banks / DFIs should ensure that the _____________ is commensurate with monthly income and repayment capacity of the borrower.
Total installment of the loans   page 67  quizz
Principal amount of the loan
Interest on the loan
None of the given options

Risk is defined as the volatility of a corporation’s ____________.
Book Value
Market value  page63
Intrinsic value
Fair value

Who has the responsibility of recovery of dues from borrowers?
Collection department  page 80
Loan recovery department
Credit department
Cash department

Which of the following could be considered as drawback(s) of consumer financing?
Fueled inflation
Increases speculative activities in the asset market
Consumerism has contributed to the low level of national savings
All of the given options  page 55


Average lending rates in Pakistan are ___________ as compared to the average deposit rates.
Very high   page 75
Very low
Stable
Incomplete information

Which of the following customer interface refers to the way the firm “goes to the market”, how it actually reaches the customers?
Fulfillment and Support  page 03
Information and Insight
Relationship Dynamics
Pricing Structure

_________ key element(s) of the core strategy include:
Business Mission
Product/Market Scope
Basis of Differentiation
All of the given options  page 04

Having moved from a _________to a _________approach, banks continue to employ broad brushstrokes to segment their customer base.
Product-centric, customer-centric  page 40
Customer-centric, Product-centric
Product quality, customer satisfaction
Profit oriented, customer oriented

A growing concern for___________, particularly in the context of a liberalizing economy, is the information inequity in the market.
Consumers   page 28  quizz19
Customers
Citizens
People

Which of the dimension of the customer value package refers to the various processes involved while entering into/ maintaining a relationship with the bank?
Financial
Procedural  page 18
Interpersonal
Deliverable

How transaction cost is reduced simultaneously with increase in ability to handle huge volumes of business?
By hiring more employees
By adopting latest technology  page 38  quizz19
By enhancing Human Resource department
None of the given options

Which of the following customer interface refers to all the knowledge that is collected from and utilized on behalf of the customers?
Fulfillment and Support
Information and Insight  page 03
Relationship Dynamics
Pricing Structure

Consumer Financial Protection Agency mandate is to ensure that consumers of financial products:
Have the information they need to make wise financial decisions
Are protected from abuse, discrimination, and unfair and deceptive practices
Have access to financial services
All of the given options  page 30

The ___________means the way in which business and affairs of each institution is directed and managed by their ‘Board of Directors’ and the ‘Management’.
Audit
Compliance
Good Governance
Corporate governance  page 52  quizz 19

System is a group of which of the following components?
Interacting
Interrelated
Interdependent
All of the given options  page 02

Which kind of document is required from the customer to determine their true identity?
Attested photocopy of CNIC
Attested copy of service card
A thumb impression on the signature card
Nature of the document required depends upon the type of the customer  page 46

The spread (higher lending rates and lower deposit rates) is much higher in which of the following country?
Sri Lanka
India
Pakistan
Bangladesh
LESSON 13 Page 78, Table#04

SBP (State Bank of Pakistan) has issued guidelines for which type of customer complaints?
Complaints regarding financial losses
Complaints regarding damages to the businesses
Complaints regarding delayed response of the banks
All of the given options   page 68

Farming techniques and inputs should be developed to address:
Environmental concerns   page 139
Enhancing farmers’ incomes
Raising production rate
Raising environmental concerns and farmers income

A complainant not satisfied with the decision of the Banking Ombudsman, has the right to appeal to the_______.
Governor SBP with in 30 days
AVP of the concerned bank
High Court
Supreme court

________could include property for which a family has tenancy rights but no legal title.
Undocumented capital  page 124
Personal resources
Community resources
Underutilized assets

Why Banks in Europe and North America are relatively confident in their capabilities for credit risk, market risk, and asset-liability management?
Since they face risk management challenges rapidly
Since they went through dramatic structural changes
Since they have made significant improvements over the past decade  page 186

For which of the following area is not include in Bank regulators in Asia are establishing new standards?
Risk and capital management
Portfolio management techniques page 186
Financial examination 
Reporting requirements

At which of the following stage banks focus on integrating Enterprise Risk Management (ERM) into business processes?
Yellow belt
Green belt
Brown belt   page 196
Black belt

Developing customer insight and “institutional memory” includes:
Records of processes executed for the client
Record of client preferences
Record of past interactions through all channels
All of the given options  page 94

Which of the following is appointed for acknowledging, addressing, handling and investing all the complaints in a fair and prompt manner?
National Bank of Pakistan is appointed for this purpose
Any Commercial Bank of Pakistan is appointed for this purpose
A person and the unit/section is appointed for this purpose   page 68
A team nominated by the scheduled banks is appointed for this purpose

People who have little discretionary spending power, they are generally able to support their basic needs and will require intervention only to improve the level and consistency of their existing incomes, belong to which income segment?
Lowest
Middle  page 118
Top
Belong to middle and lowest level

Operating costs and default rates for consumer finance loans in emerging markets are generally low, making these loans extremely_________.
Attractive
Expensive
Cheaper
Profitable   page104

“Customers also vary in their opinions about what it means to be treated well in a service environment” this challenge belongs to which type of the variability?
Request variability
Capability variability
Arrival variability
Subjective preference variability   page 200

Consumers in this market are more likely to trust a friend or family member than a salesperson they don’t know, such type of networks comes under the head of:
Formal communication
Informal communication   page 142
Direct communication
Indirect communication

Which of the following is NOT the code of consumer banking?
To promote good banking practice
To increase transparency
To foster confidence in the banking system
To promote personal relations   page 81

Which of the following approach to poverty reduction focuses on people as consumers and producers and on solutions that can make markets more efficient, competitive and inclusive?
Traditional approach
Market based approach page 121
Marked driven approach
Both market based approach and traditional approach

To succeed in this challenging market, companies need to work with other players to develop the right:
Products
Services
Delivery mechanism
All of the given options  page 144

Risk professionals from different banks interact and learn about each other’s risk management practices by which of the following strategy?
Hiring risk experts
Establishing training and certification program
Revise performance measurement and incentives
Conducting industry benchmarking exercises   page 191

Raising the income and consumption level of the BOP will place immense pressure on already-stretched resources such as:
Land
Water
Energy & ecosystems
All of the given options   page 139

Understanding _____________is vital toward the success of banks’ customer experience initiatives.
Emotional relevance
Customer interaction
Moments of truth   page 220
Customer’s expectations

What is the objective of a relationship based approach?
To develop strong trust
To develop long term relations
To understand client needs and meet them
All of the given options  page 86


Which of the following approach tend to endorse the status quo and the existing risk profile?
Top-down
Down the line
Down-top
Bottom-up   page 173
Why most of the people in the BOP are being exploited by the middlemen?
They lack access to market to sell their labor
They lack access to market to sell their crops
They are bound to sell to the local employees only
All of the given options     page 117

The emerging technology-driven financial service(s) may include:
Bank-centric models
Electronic currency
Mobile commerce systems
All of the given options  page 132

___are what customers expect automatically in dealing with any bank, and in most cases, any business

Baselines expectations page 219
Interactive expectations
Importance and relevance
Emotional relevance and personal importance

To build and sustain a growing business in financial services, institutions need:
Vision
Mission
Pragmatism
Vision and Pragmatism   page 103

Which of the following approach to poverty reduction tend to address unmet needs for health care, clean water or other basic necessities by setting targets for meeting those needs through direct public investments, subsidies, or other handouts?
Traditional approach  page 121
Market based approach
Marked driven approach
Both market based approach and traditional approach

Finalta believes that _______is driven by the comparison of expectation and actual experience.
Emotional relevance
Customer interaction
Interactive expectations
Customer satisfaction page 233

The potential for increased agricultural production is one of the “_” that often lies untapped in BOP communities.
Hidden assets page 140
Capital assets
Fixed assets
Biological assets

Why Asian banks should adopt Enterprise Risk Management (ERM)?
Banks face complex risks that are highly interdependent, and an ERM framework enables a bank to manage all major risks and their interdependencies.
An ERM framework provides the overall architecture for a bank’s risk management program.
Empirical research and industry surveys have indicated that there are clear business benefits for adopting an ERM program.
All of the given options page 188

Equity investors want to see ________; rating agencies want to minimize________.

Return; risk of default   page 172
Risk of default; return
Profit; per unit cost
Dividend; interest rate

Dealing with _____________ is a central challenge in making a service offering profitable.
Variability   page 198
Reliability
Consistency
Inefficiency

How the loan is continuously watched over, after it is approved and draws down allowed?
By keeping track of borrower’s compliance with credit terms
By identifying early signs of irregularity
By conducting periodic valuation of collateral and monitoring timely repayments
All of the given options  page 255
[bookmark: _GoBack]

This holistic approach is based upon the view that a Moment of Truth is any interaction that, if done correctly:
Increases the trust of the customer for the bank page 231
Increases the profit of the bank
Increases the expectations of the customers
None of the given options

Which of the following Key component of an Enterprise Risk Management (ERM) integrate risk management into the revenue generating activities of the bank, including business development, product and relationship management, pricing and so on?
Corporate governance
Line management  page 188
Portfolio management
Risk modeling

Which of the following Key component of an Enterprise Risk Management (ERM) aggregate risk exposures, incorporate diversification effects and monitor risk concentrations against established risk limits?
Corporate governance
Line management
Portfolio management  page 189
Stakeholders’ management

Why low income consumers are generally more willing to accept an unfamiliar product?
It carries a well-known brand
It is endorsed by a trustworthy institution
It carries low price with high quality
It is a well-known brand and endorsed by a trustworthy institution  page 143

Which of the following stakeholders increasingly demand enhanced risk disclosure?
Rating agencies
Business partners
Institutional investors
All of the given options  page 187

Customers who are not a natural fit with the company and who are not happy anyway are categorized as:
False profits
True Profits
Dissatisfied
Unhappy and unprofitable  page 92

To serve customers efficiently, companies often work to reduce the___________ and achieve economies of scale through centralized production in large factories.
Select correct option:
Fixed cost of products
Variable cost of products
Unit cost of products  page 126
All of the given options

How leading institutions can improve their chances of sustainable growth?
By using technology appropriately
Invest in, develop and reward the right talent
By investing time in careful planning and communication
All of the given options   page 101

In a ___________ employees’ performance is measured by the number of products they sell.
Product-push approach’ page 96
Relationship approach’
Customer-push approach’
Performance measurement approach

What does the high interest rate spread in Pakistan indicates?
Competitiveness in the banking sector is absent
Competitiveness in the banking sector is very poor
Competitiveness in the banking sector is very good
Competitiveness in the banking sector is either absent or very poor page 77

As per the SBP guidelines what is the definition of financial risk in a banking organization?
The possibility that the organization will not achieve the targeted profit
That possibility that the EBIT of the organization will not be adequate
The possibility that the outcome of an action or event could bring up adverse impacts  page 63
All of the given options
Key performance indicators (KPIs) are designed to measure and track which of the following the primary success factor(s) for a bank?
Profitability
Credit quality
Operational efficiency
All of the given options    page 193

Which of the following principle of bank ensure that the procedures laid down for the bank’s staff reflects the commitments?
Fairness
Transparency
Accountability page 81
Reliability

Which of the following activity may NOT include in contingency planning?
Financial Planning  page 154
Disaster recovery planning
Damage control
Litigation strategy

Which of the following is helpful in deciding what to do, not how to do it?
Wisdom
Understanding
Knowledge
Information   page 115

A large part of the__________________ success is based on advisors’ efforts to be close to their clients.
Product-push approach’
Relationship approach’  page 96
Customer-push approach’
Performance measurement approach

Which of the following factors may NOT influence an organization’s risk appetite?
People
External environment
Business systems and policies
None of the given options  page 172

At a large European financial institution, the most critical success factor identified was:
Attitude of the customers
Attitude of the branch manager page 90
Attitude of the president
Attitude of the Vice President

Consumer right to be protected against products, production processes and services which are hazardous to health represent which consumer right?
The Right to Basic Needs
The Right to Safety   page 26
The Right to Safety
The Right to Choose

Which of the following is the bridging component between Core Strategy and its Strategic Resources?
Customer Benefits
Configuration  page 05
Company Boundaries
All of the given options

Which of the following represents activates that translate the competencies, assets, and other inputs into value for customers?
Core Competencies
Strategic Assets
Core Processes  page 05
All of the given options

In client pyramid “sweet spot” mean ______ customers.
Top private clients and MNC’s
Private clients and mid market
Mass retail and small businesses
None of the given options

The types and degree of risks of an organization depend upon which of the following factors?
Size
complex business activities
volume
All of the given options  page 153


Which of the following consumer financing product is not tied to a specific purpose?
Auto loan
House loan
Personal loan  page 56
None of the given options

Which of the following problem doesn’t allow traditional banks to enter in consumer banking in emerging markets?
Method of assessing credit
Default rate
Small consumer base
None of the given options

Which of the following principle of bank ensure that the information provided to the customers are up-to-date?

Fairness
Transparency
Accountability
Reliability  page 82

In order to ensure effective monitoring and governance, the risk appetite will incorporate a balanced mix of:
Quantitative measures
Qualitative measures
Both quantitative and qualitative measures  page 174
None of the given options

Which of the following is the ability to perceive outcomes and determine their value?
Wisdom  page 115
Understanding
Knowledge
Information

“Customers do not all want service at the same time or at times necessarily convenient for the company” this challenge belongs to which type of the variability?

Request variability
Capability variability
Arrival variability  page 199
Effort variability

Which of the following approach ensures that senior management are ‘on the same page’ on risk appetite?
Top-down  page 173
Down the line
Down-top
Bottom-up

Growth in consumer finance carries ________significance for the society.
Social
Economic
Political
Both social and economic   page 55  quiz19

Which of the following are the typical measures of risk used to monitor exposure compared with the stated risk appetite?
Risk threshold
Risk tolerance
Both Risk thresholds and risk tolerances  page 180
None of the given options

Which of the following does NOT belong to the Quality (component of value proposition in service industry)?
Clarity
Accuracy
Consistency
Completeness

The interconnectivity of business and operating model makes ________ changes highly complex.
Transformational changes
Transitional changes
Structural changes page 20
All of the given options

A bank’s ability to measure, monitor, and steer risks comprehensively is becoming a decisive parameter for its___________.
Strategic positioning page 152
Policy formulation
Risk management
Marketing strategies

Which of the following approach to poverty reduction often focus on the very poor, proceeding from the assumption that they are unable to help themselves and thus need charity or public assistance?

Traditional approach page121
Market based approach
Marked driven approach
Both market based approach and traditional approach

Which of the following consists of explanations?
Wisdom
Understanding page115
Knowledge
Information

Emerging markets often offer greater __________than developed markets but they also pose a different set of challenges.
Financial assistance
Growth potential page109
Interest rates
Profits

Due to the BO (bank office) system for processing data, the task of data processing has been reduced from ________
*from 15 days to 3 days only
*from 15 days to 10 days only
*from 15 days to 5 days only
*from 15 days to 20 days only

A vision imposed by the new team at the top cascades down through the organization in the form of changes to the business and operating models.

Which of the following will help in achieving strategic Economies?
*scale
*focus
*scope
*all of the above  page 11

Consumers International articulated _____ basic responsibilities of consumers
*five  page 27
*seven
*three
*nine


Customer segmentation on the basis of ________and ______can brings a new opportunity in the market for bank.
behaviour and value  page 40
age and behaviour
age and value
culture and age



Which of the following will help a business to lock out their competitors for a specific business opportunity?
Preemption
Choke Points
Customer Lock-In
All of the given options  page 11

Banks segmented their clients according to:
Present value
Potential value
Established levels of service
All of the above  page 88


E-CIB introduced in ____.
2003 page 69
2006
2004
2005

Which of the following is not an emerging issue in the retail banking?
organizational alignment
product innovation
pricing of product
departmentalization page 39


To independently oversee the core; processes, and their related; policies and; procedures that seek to ensure that the bank is conforming to industry-specific laws and regulations in letter and spirit is called?
Compliance  page 52
terrorist financing
reputational risk
record keeping

Which of the following statement is right?
There is the weakness in the regulatory framework in Pakistan that the regulation do not restricts the banks to levy unjustified service charges such as high fee on the depositing cash in one’s own account.  Page 80
There is no such weakness in the regulatory framework in Pakistan
The banks do not enjoy a great degree of freedom for formulating their own policies and procedures regarding credit cards, automated services, loans, interest rates, etc., which suit their interests best.
The credit worthiness reports are not maintained by the credit information bureau (CIB)

Trust is the function of ____________ with customer.
Relationship  page 83
Business
Trade
All of the given options integrity

In the guidelines of the SBP about KYC, The following minimum set of documents must be obtained from various types of customers/ account holder(s):

CNIC (attested photocopy), service card of the salaried person, for an illiterate person, the PP size photograph and the left and right hand thumb impression of the client on the specimen signature card  page 46
CNIC (attested photocopy) onl
CNIC (attested photocopy) and service card of the salaried person
CNIC (attested photocopy), service card of the salaried person, for an illiterate person, the PP size photograph and the left and right hand thumb impression of the client on the specimen signature card and the domicile of the person

The benefit of the CIB is that the credit report of the consumer also reflects the repayment history for the last ____ months.
twelve months  page 70
twenty four months
thirty six months
six months

If bank maintains proper information about its customers (KYC), which of the following benefit(s) bank receive from that database.
Information about performance of the customers
Information about spending habits of the customers
Information about income of the customer
All of the given options

Which of the following services bank can offer to its customer through ATM machines except cash withdrawal?
Payment of bills
Cash deposit
Loans
all of the given options

Which of the following is not the part of the Porter’s five forces Model?
product and technology
suppliers power
buyer’s power
stakeholders page 01

In the guidelines of SBP for dealing with the customer complains, every bank has to reply to the customer. There are interim and final replies to the customer. The response time is _____ days under the guideline. The final reply to the customer should be sent within _____ days.

10 days and 45 days respectively  page 69
15 days and 45 days respectively
20 days and 50 days respectively
30 days and 60 days respectively


