Paper / Subject Code: 66676 / BUSINESS STUDIES (MANAGEMENT) : Management of Business Relations

Time: 2 Hours Max Marks: 60

N.B: 1) All questions are compulsory
2) Figures to the right indicate full marks

Q1) Answer the following ( Any two) (15)
a) Highlight the business relationship management competencies (08)
b) Discuss the role of a business relation manager. (07)

OR
b) Elucidate on the principles of business relations in detail. (08)
c) Explain the steps involved in creating healthy business relations in organizations.
(07)
Q2) Answer the following (Any two)
a) What do you understand by Customer Relationship Management (CRM)?
Elaborate on the characteristics of an empowered customer & approaches
for an effective CRM. (15)
(15)
OR
b) What is E-CRM? Discuss the benefits involved in effective implementation
of E-CRM (08)
c) Comment on the challenges involved in maintaining channel relationships (07)
Q3) Answer the following (Any two) (15)
a) What is employee relationship Management? Explain in brief theoretical
approaches to Employee Relations. (08)
b) What are the Objectives of Industrial Relations? (07)
OR
c) Explain Concept of Employee Relationship Management? What are the
objectives of Employees Relations? (08)
d) Explain in detail the Importance of Industrial Relations (07)
Q4) A) Fill in the blanks by choosing the appropriate options given below (05)
1. is an integrated online sales, marketing, and service approach for
identifying, attracting, and retaining a company's customers.
1) CRM 2) E-CRM 3) Analytical CRM 4)Collaborative CRM
2. Investors relations does not include )
1) Compliances 2)Corporate Governance 3) Investor Relations Department
4) Vendors
3. Clients, Suppliers, Shareholders, Government are stakeholders.
1) External 2) general 3) internal 4) special
4. is a feeling of injustice at the workplace.
1) Grievance 2) Counselling 3)Attrition 4) Engagement
5. approach looks at industrial relations from a societal perspective.
1) Pluralism 2) Marxist 3) Radicalism 4) Psychological)
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B) State whether the following statements are true or false (05)
1. CRM is a onetime activity
2. Involving community is a good strategy to improve business
3. Investor relations includes relations with employee families.
4. Procedure is a factor of systems approach.
5. Communication is an act of stimulating someone or oneself to a desired course of
action.
C) Match the following (05)
Column A Column B
1. Cross Selling a) J.P.Dunlop
2. Internal stakeholder b) Function of Analytical CRM
3. System approach c) Behaviour & Attitude
4. Data Analysis d) Project managers
5. Core values e) Sales Technique
OR
Q4) Write short notes on ( Any three) (15)

a) Challenges faced in supplier relations

b) Primary stakeholders

c) Investor relations focus

d) Strategies to improve community relations
e) Supplier segmentation pyramid
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