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I nstructions to the candidates:

1) Question No. 1 and Question No. 6 are compulsory.

2) Solve any Three Questions from Question No. 2:te.Question No. 5.

3) Figures to the right side indicate full marks.

Q1) Fill intheBlanks (Attempt any six) [6]
I)  Thepurposeof change management isto implement strategiesfor
a) Effectivechange
b) Controlling change
c) Helping peopleto adapt to change
d) All of the above

i) data is-hidden in amongst data and can give the
contact center clearer insight into how a customer was feeling.
ad Hard; Soft b) Soft; Hard
C) / Quantitative; Qualitative d) Quadlitative; Quantitative

Ii) describes two firms of approximately the same size, who join
forees to move forward as asingle new entity.
a« Joint Venture b) Merger
c) Acquisition d) None of the above

V) Is about the restructuring and renewal of a company in order
toreviveit.
a Change Management b) Innovation Management

c) TurnAroundManagement d) Globa Management

v) Global Management includes managing employees and operations in
different countries and

a) Differenttimezone b) Different languages
c) Different cultures d) All of theabove
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vi) Organizations identify their most valuable customers and
ensuretheir satisfaction.

a Customer Centric b) Product Centric
c) EmployeeCentric d) Profit Centric
vii) IS NOT included in the process of Managing change.

a) Setting the Right Target

b) Tracking and Monitoring

c) Development of Tracking & Monitoring Instruments
d) Implementation and Management

viii) In March 2010, Mrs. Pratibha Patil announced the Government's vision
by declaring the current decade as the

a Decade of Innovation b) Decadeof Globalization
c) Decade of Change d)+. Decade of Turn Around

Q2) What isthe meaning of Change M anagement? Explainin detail the Principles
of Change Management. [14]

Q3) Define Customer-Centric Approach. Explain in detail the Customer-Centric
Strategies. [14]

Q4) Statethe meaningof Global Management. Explainin detail the significance of
Global Management. [14]

Q5) What is'the meaning of Innovation? Explain in detail the significance and
advantages of |nnovation. [14]

Q6) Write short notes on: (Any two) [12]
ad  Strategic Approach towards Changing Business Environment.
b) Ways to measure the success of a Customer-Centric Company.
c) Acquisitionand Mergers.
d) Restructuring and Re-engineering.
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viii) @ 2010 we Siwet S Ieiel T Tl GoR @ veeeneeeeenns 3T T A
TR =it ewun et
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UTgh—ohigd U ARHTNA ST, ATgeh—chigd URUNY qUIieiaR au . [14)]
ARTTcIeh SASTEATATEN 372k FRM. ARTieh SeRATIATe Hgwd afekiaut @rm. [14]
FATISRATEN 372 I 31T ? TEUshUT Hgwal 37TUT W dUSieraR S, [14]
fem forer (ivreamdt 3F) [12]
) T AT ATATUNERS SRUTHE FERM.

q)  UIgh-higd hU-Te F9 WIS TR,

%) HUTEH 3T ferefi-ieRtot.
B) YA 3IfUT gAaiieEhehl.
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