Paper / Subject Code: 67522 / Business Studies (M anagement): Management of BusinessRelations

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) Discuss the need & importance of business relations. (08)
b) Who is a business relation manager? Discuss the essential qualities of a business

relation manager. (07)

OR
¢) Write a detailed note on the impact of communication on business relations (08)
d) Elucidate the trends observed in the field of business relations with special reference to

the changing organizational setups. (07)

Q2) Answer the following (Any two) (15)
a) Define CRM and explain its importance. (8)

b) Explain the benefits of CRM. @)

OR

¢) What is Customer Loyalty and how can be customers be converted to loyal customer?

(8)

d) Elaborate the process of Successful CRM implementation. @)
Q3) Answer the following (Any two) (15)
a) What is employee relationship Management? Explain in brief Non theoretical
approaches to Employee Relations: (8)

b) Explain the key drivers for shifting from industrial relations to employee relations. (7)

OR
c) What is ERM? What are the Essentials of an Effective ERM? (8)
d) What are the Factors Influencing Employee Relationship Management? (7)
Q4) A) Fill in the blanks by choosing the appropriate options given below. (05)
1. Sales automation is the example of type of CRM.
1) Operational 2) Analytical 3) Collaborative 4) geographic
2. Continuous communication, investment, employment generation develop
relationships with community leaders are strategies to improve relations.
1) Supplier 2) Customer 3) Community 4) Employee
3. Stakeholder is a collaborative process of research, debate, and discussion
drawing conclusion from multiple perspectives.
1) Mapping 2) Search 3) Discussion 4) Meeting)
4. is not an objective of Employee Relationship Management.
1) To intensify conflicts at work place 2) Value addition of human capita
3) Reduction in cost centres 4) Establish democratic system
5. is a feeling of injustice at the workplace.
1) Grievance 2) Counselling 3) Attrition 4) Engagement)
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B) State whether the following statements are true or false (05)

1.
2.
3.
4

5.

Recruitment is an example of Employee Relationship Management strategy.
Employees Absenteeism ensures productivity
Stakeholders want to deal with businesses which are unethical

. CRM refers to managing the relations between the various employees in an

organization
Press & Media is a type of internal stakeholder.

C) Match the following (05)

Column A Column B

1. Shareholders loyalty a) Compiling data related to client

Conflict management b) Managing diversity

Customer Satisfaction c) Valuable company asset

Operational approach d) Challenge of employee relation

A Rl I A

Trend business relation e) Aim of CRM

OR

Q4) Write short notes on ( Any three). (15)

a)
b)
c)
d)
e)

Strategies to improve community relations
Secondary stakeholders

Role of business in social development

Need to maintain investor relations
Enhancing shareholders loyalty and retention
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A 607TuT
FEET: 1) 99 9 AETE ored
?) STETREIET TR YUT 70T g9iaraTd
.9 e TAfe ST a. (15)
a) SATTETII Geieri=t TST SATIOT Hewd AT <=l ol (08)
b) ST HelY SHACATIH hIVT TR ? AT Hele] SHACATIRTAT TSI Uil ==l .
(07)
ke
¢) ST HeIHia SoaUIaaauIT=aT THTaTe T quficta Aig fetar. (08)
d) ST TEATCHF HIITE=AT [T HewTd AT HSLT=aT &1 YTeail o8 T8
. (07)
. R Ter ST ST (15)
a) CRM TN o SATTOT ol Heeel T . (08)
b) CRM = %< SHSIET Hi, (07)
e
¢) UTes: ST TeuS shrr ATIOT ki fFSTa ITeshid vl ®Uiaid ool SIS Ihd? — (08)
d) Fe=t CRM SircrersTaii=ht Sfsham forqd . (07)
. 3 UEter wertet 3w & (15)
a) HUARI Hoe STTEATI TEUTST hiF? FHAN Heeiardt H-agifae giEe diesrd W
. (08)
b) HIETE HeeiohgT HHAR! Heleiehe TN BIvAT & ATeteh T . (07)
ek
¢) ERM T2UTS! &2 Tt ERM =T 3TTa¥Ieh TS 1o ST1ea? (08)
d) FHART ATAG s ST TROTH LT T2 hivTd 3ATed? (07)
¥ .3 (ARG gate faret st arer gt fora. (05)

1. Tt sfome g ThT=AT CRM = 3T 3R,
1) STEEA 2) farsguomene HyTeEantt  4) s

2. Ead HIT, AR, TSR i © ST Seaieit St e Raa ot 8

1) TLE3TER 2) UTeh HEEE  4) FHAW
3. WHhglesl & ETe, TefaaTe AT =il 3T gETRMTT AR srevaT=t
T e Tk 31T
1) T 2) 3mer 3) ==t 4) I3h
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4. FHEEH] Gee STTEATH T SEE AT,
1) = fSenToft ger 2) A iEadT qedaeT  3) @ ohs hHT w0

4) TATRIITET SET T LU,
5. B shraT=T foshTof STl weHT 3.
1) TR 2) FHACH 3) SERAT 4) fdqergar
T (WA ek h saR o AT (05)

1. 9T R =) Geier sTereTg 9T 3STel 37T,

2. AT SATARe ScaTaeRar gifad Fd

3. THEIcSH ITdeh AT I STIER h& Sioddld
4

5

. ey v geddie fafay sdem=insfier g saaemdT s
. I SATfur Hifedr 81 Uk TeREIT St YT IR,

& (ST AT (05)
Column A Column B
1. WTTYTCRET T a) FARICIT HeITRrd ST Hehfeld
O

2. HAYg ETaTesu b) faferera= sewemE

3. UTEh GHTIH ¢) HUHTE HieddT HretH =T

4. IATIEHA FEHM d) FHHAR Hefe 3o

5. IIET G e ¢) CRM =3z

fehar
Q. ¥ IV fiar Arew forat (ot o) (15)
) SN Hely URUATETST G0l

3T) gZIH TR

%) WTHTISTR forehTTd SerTaT=it {fHeht
%) TAEUEHAR Hee TG ST 3T
3) HTERERTET BT ST ST argent
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