
Q1) Fill in the Blanks (Attempt any six) [6]
i) The purpose of change management is to implement strategies for _____.

a) Effective change
b) Controlling change
c) Helping people to adapt to change
d) All of the above

ii) _______ data is hidden in amongst ________ data and can give the
contact center clearer insight into how a customer was feeling.
a) Hard; Soft b) Soft; Hard
c) Quantitative; Qualitative d) Qualitative; Quantitative

iii) _______ describes two firms of approximately the same size, who join
forces to move forward as a single new entity.
a) Joint Venture b) Merger
c) Acquisition d) None of the above

iv) _______ is about the restructuring and renewal of a company in order
to revive it.
a) Change Management b) Innovation Management
c) Turn Around Management d) Global Management

v) Global Management includes managing employees and operations in
different countries and _________.
a) Different time zone b) Different languages
c) Different cultures d) All of the above
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vi) ________ Organizations identify their most valuable customers and
ensure their satisfaction.
a) Customer Centric b) Product Centric
c) Employee Centric 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) Decade of Globalization
c) Decade of Change d) Decade of Turn Around

Q2) What is the meaning of Change Management? Explain in detail the Principles
of Change Management. [14]

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

Q4) State the meaning of Global Management. Explain in detail the significance of
Global Management. [14]

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

Q6) Write short notes on: (Any two) [12]
a) Strategic Approach towards Changing Business Environment.
b) Ways to measure the success of a Customer-Centric Company.
c) Acquisition and Mergers.
d) Restructuring and Re-engineering.


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doi : 3 Vmg]                      [EHy$U JwU : 60

gyMZm : 1) àíZ H«$_m§H$ 1 Am{U àíZ H«$_m§H$ 6 A{Zdm ©̀ AmhoV.

2) àíZ H«$. 2 nmgyZ àíZ H«$. 5 n¡H$s H$moUVohr VrZ àíZ gmoS>{dUo.

3) COdrH$S>rb A§H$ JwU Xe©{dVmV.

4) g§X^m©gmR>r _wi B§J«Or àíZ n{ÌH$m nmhmdr.

àíZ  1) [aº$ OmJm ^am. (H$moUË`mhr ghm) [6]
i) ~Xb ì`dñWmnZmMm CÔoe ............ gmR>r YmoaUo am~dUo hm Amho.

A) à^mdr ~Xb

~) ~Xb {Z`§{ÌV H$aUo

H$) bmoH$m§Zm ~Xbmer OwidyZ KoÊ`mg _XV H$aUo

S>) darb gd©

ii) ........... S>oQ>m ............... S>oQ>m_Ü ò bnbobm Amho Am{U g§nH©$ H|$Ðmbm J«mhH$mbm H$go
dmQ>V hmoVo `mMr ñnï> A§VÑ©ï>r XoD$ eH$Vo.

A) hmS>©; gm°âQ> ~) gm°âQ>; hmS>©

H$) n[a_mUdmMH$; JwUmË_H$ S>) JwUmË_H$; n[a_mUdmMH$

iii) ............. A§XmOo g_mZ AmH$mamÀ`m XmoZ H§$nÝ`m§Mo dU©Z H$aVo, Oo EH$b ZdrZ ApñVËd
åhUyZ nwT>o OmÊ`mgmR>r gm_rb hmoVmV.

A) g§̀ wº$ CnH«$_ ~) {dbrZrH$aU

H$) g§nmXZ S>) darb n¡H$s H$mhr Zmhr

iv) .............. åhUOo EImÚm H§$nZrOo nwZéÁOrdZ H$aÊ`mgmR>r Ë`mMr nwZa©MZm Am{U
ZyVZrH$aU.

A) ~Xb ì`dñWmnZ ~) Zm{dÝ`nyU© ì`dñWmnZ

H$) Q>Z© AamC§S> _°ZoO_|Q> S>) OmJ{VH$ ì`dñWmnZ

P3021

3 P.T.O.



[5805]-409 4

v) ½bmo~b _°ZoO_|Q>_Ü ò {d{dY Xoem§_Yrb H$_©Mmar Am{U Am°naoeÝg ì`dñWm{nV H$aUo
Am{U ............. g_m{dï> Amho.

A) {^ÝZ doi ~) {^ÝZ ^mfm
H$) {^ÝZ g§ñH¥$Vr S>) darb gd©

vi) ............. g§ñWm Ë`m§Mo gdm©V _m¡ë`dmZ J«mhH$ AmoiIVmV Am{U Ë`m§Mo g_mYmZ gw{Z{üV
H$aVmV.
A) J«mhH$ H|${ÐV ~) CËnmXZ H|${ÐV
H$) H$_©Mmar Ho|${ÐV S>) Z\$m H|${ÐV

vii) ............ ~Xb ì`dñWm{nV H$aÊ`mÀ`m à{H«$`oV g_m{dï> Zmhr.
A) `mo½` bú` goQ> H$aUo
~) Q>°́qH$J Am{U XoIaoI
H$) Q>°́qH$J Am{U _m°{ZQ>[a¨J gmYZm§Mm {dH$mg
S>) A§_b~OmdUr Am{U ì`dñWmnZ

viii) _mM© 2010 _Ü`o lr_Vr à{V^m nmQ>rb ̀ m§Zr Mmby XeH$ ho ............. Ago Kmo{fV H$ê$Z
gaH$maÀ`m pìhOZMr KmofUm Ho$br.
A) ZdmonH«$_mMo XeH$ ~) OmJ{VH$aUmMo XeH$
H$) ~XbmMo XeH$ S>) nwZê$ÁOrdZmMo XeH$

àíZ  2) ~Xb ì`dñWmnZ åhUOo H$m`? ~Xb ì`dñWmnZmMr VÎdo Vnerbdma gm§Jm. [14]

àíZ  3) J«mhH$-H|${ÐV Ñï>rH$moZ n[a^m{fV H$am. J«mhH$-H|${ÐV YmoaUm§Mo Vnerbdma dU©Z H$am. [14]

àíZ  4) OmJ{VH$ ì`dñWmnZmMm AW© gm§Jm. OmJ{VH$ ì`dñWmnZmMo _hÎd g{dñVanUo gm§Jm. [14]

àíZ  5) ZdmonH«$_mMm AW© H$m` Amho? ZdmonH«$_mMo _hÎd Am{U \$m`Xo Vnerbdma gm§Jm. [14]

àíZ  6) {Q>nm {bhm (H$moUË`mhr XmoZ) … [12]
A) ~XbË`m ì`mdgm{`H$ dmVmdaUmH$S>o YmoaUmË_H$ Ñï>rH$moZ.
~) J«mhH$-H|${ÐV H§$nZrMo `e _moOÊ`mMo _mJ©.
H$) g§nmXZ Am{U {dbrZrH$aU.
S>) nwZa©MZm Am{U nwZA©{^`m§{ÌH$s.




