Paper / Subject Code: 67436/ Group B: Business Studies (Management): Management of Business Relations

Duration -2 Hours. Marks -75

N.B: 1) All questions are compulsory

2) Figures to the right indicate full marks

Q.1. Answer the following questions

a) Define Business relationship Management and explain its importance. (8)

b) Discuss the skills required business relations manager @)
OR

Write a brief note on recent trends in Business Relationship Management (15)

Q.2. Answer the following questions

a) Define CRM and Explain the process of successful CRM implementation (8)

b) Explain in detail the features of empowered Customers (7)
OR

c) Explain different types of CRM (08)

d) What challenges are faced by the channel relationship manager? (07)

Q.3. Answer the following questions

a) Define industrial relations. Discuss its importance (8)
b)What is ERM? What are the Essentials of an Effective ERM? @)
OR
c) Explain in detail the Employee Relation Management Strategy. (8)
d) What are the Factors Influencing Employee Relationship Management? @)
Q.4. A. Fill in the blanks (5)
1. enables satisfied customers to repeat purchase of a particular

product or brand. (Customer needs, Customer Loyalty, Customer Base, Customer
complaints)
2. highlights the importance of Channel relationships. (Customer

value, Inventory mismanagement, Resistance to change, Channel strategy)
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3. suppliers are used by organisations periodically for basic supplies and have no
significant benefits to the organisation (Transactional, Transitional, Cooperative,
Collaborative)

4. plays an integral role in supply chain management. (Distributors,
Suppliers, Customers, Wholesalers)
5. decisions are made by lower-level management. (Operational,

Strategic, Tactical, Systematic)

B) State whether the following statements are true or false (5)

1. CRMis adiscipline that covers all elements needed to build a successful relationship
with the customer

2. Employee Relationship Management establishes a demaocratic system through actively
disengaged employees.

3. The company and its investors need to be on the same page about vision, the scale of
growth, and potential exit plans.

4. Conflicts do not help workers solve their problems.
5. Transactional suppliers are the suppliers with whom no special intervention beyond
the immediate transaction is needed.
C. Match the columns (5)
Sr. Group A Sr. No | Group B
No
a Vendor Research 1 Monitors and controls the
actions of the sales department
b Bonus 2 Quality of business relation
Manager
c Suppliers 3 Step in successful CRM
implementation
d Selling approach to CRM | 4 Monetary incentive
e Discipline 5 External stakeholders
Q.5 Write short notes (Any three) (15)

a) Types of stakeholders

b) Role of Business in Social Development

c) Supplier improvement process for better relations
d) Investor Relations

e) Enhancing shareholder loyalty.
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