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N )AL guesty nrire compuliory
2) Figures to the vight indicate foll marke

Q1) A) “Mameaining Matinest relationt is etzential for every hutinest enterpria” With
reforence 10 the shove tatement elaborate on the nead and importance of business celationg?

(1%)
OR
BYWho b3 a Rusiness Relation Manager? Highlight the role of a uecessful husiness relation
manggee (0%)
(07

C)Flaborate on the eszential principles required for sustaining business relations

02) A) What do you understand by Customer Relationship Management (CRM)? Elaborate

an the characteristies of an empowered customer & approaches for an cfTective CRM. (15)

| OR
LB) What is E-CRM? Discuss the steps invplved‘iﬁ 'E-CRM (08)
L) Comment on the dwllcngcs involved in ﬁlsinuining channei lclmilnn:.hi'ps (07)

Q3)A) What is Employee Relationship Management? Bring out the objectivea and problems

encountered in sustaining employee n:l:t_ions (15)
B) What are the key dnvers for sluﬂmg from Industrial Relations to Employee Relations (08)
C)Write a note on essentials for an effective Employee Relationship Management (07)
“ Q4) A) Fill in the blnnl.s by choosmg (he appropmtc options given below (05)

1) nsla:e ssenua! sxlll(s) of 2 Business Relation Manager.

(Leadership/ Commumcauonf Admuustrauve/ All of the above)
relation 15 the relation between workers and management at workplace.

) .
: (lndustrial/ Customer /Investor / None of these)
il o =B~ " . - cnables satisfied customers towards repeat pusrchases of a partcular
product or bmnd

TURN OVER

AGFSDOIFOCECFDEIA3ICBIDC4406BC241
Scdilieu wiul udiindcd



. (

(Customer Needs/ Customer Loyalty/ Customer Base/ Customer Compl:unls)*

4)
(Mission / Competitors / Morals / All of the above)

) P
(Employees / Govemment / Compctitors/ Press & Mé;i.ia_) A

is a type of internal stakeholder. <

reflects & summarizes the purpose and working of un'organizzuqn.

(05)
5) Social media platforms do not‘help in' counecung mth.siai{é}lli;‘laiéi' :
(05)
N =
7 ‘b) Stratchc Partnering
3) Human, Refatxons Approach k \c) Sales Technique
4) Cross' Sel mg kC ) 3 d) Environmental Programs
5) Commumty Rclatmns e) Behaviour of individual&/
5 groups at workplace
(15)
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