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) Give a detailed note on BRM Competencies. (08)
b) Discuss the various essential principles that are to be kept in mind while creating and
sustaining business relations. (07)
OR
c) Highlight the importance of business relations in organizations. (07)
d) Explain the steps involved in creating business relations. (08)
Q2) Answer the following (Any two). (15)
a) What is CRM? Outline the types of CRM. (07)
b) Elaborate on the elements that contribute to effective Channel Relationships. (08)
OR
c) What is E-CRM? Discuss the benefits of E-CRM. (08)
d) Highlight the role of a customer relationship manager. (07)
Q3) Answer the following (Any two). (15)
a) Explain the various theoretical approaches to employee relations. (07)
b) Discuss the key drivers that have led to the shift in the organisations from industrial relations to
employee relations (08)
OR
c) What strategies can be used by an organisation to create healthy employee relations? (08)
d) Elaborate on the challenges faced in the area of employee relations. (07)
Q4. Q4) A) Fill in the blanks by choosing the appropriate options given below (05)
iV is an effective skill of a BRM manager.

(Technology Skills, Communication Skills, Recruitment Skills, advertising skills)

2. Managing Diversity is one of the major challenge for
(Customer relationship manager, Employee relationship manager, Business relationship

manager, Human relationship manager)
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3. CRMisa business strategy that aims to increase customer satisfaction and
customer loyalty by offering more responsive and customized service to each customer.
(customer-focused, product-focused, manufacturer-focused, distributor-focused)

4. The system approach was developed by
(J. P. Dunlop, J. D. Punlow, D. P. Dunlop, Philip Kotler)

5. E-CRM leads to the of costs by focussing on retaining customers.
(increasing, reduction, no change, snowballing)

B) State whether the following statements are true or false (05)

1. Good channel relationships lead to customer loyalty.

2. Attracting one-time customers who come once and never return help the business grow in the
long run.

3. Itis not important to manage a healthy relationship with the supplier.

4. Supplier pyramid is a useful tool for supplier segmentation and commodity segmentation

5. Operational decisions are taken by low-level management.
C) Match the following (05)
A B
1. Direct Shareholder a) Foundation of Business
2. Downsizing b) Project Manager
3. Operational approach to c) Aim of CRM
CRM
4. Business Relation d) Reduction of workforce
5. Customer Satisfaction e) Compiling & Integrating data
OR
Q4) Write short notes on (Any three). (15)

a) Supplier improvement process for better relations
b) Investor relations focus

c) Secondary shareholders

d) Impact of community relations on business.

e) Supplier segmentation pyramid
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