/ INSTITUTE OF INFORMATION TECHNOLOGY & MANAGEMENT

ﬂf S ar Accredited ‘A’ Grade by NAAC &Recognised U/s 2(f) of UGC act
=< L,M Rated Category "A+’ by SFRC & ‘A’ by JAC Govt. of NCT' of Delhi ' 1
rEuIIG LXpellnce Approved by AICTE & Affiliated to GGS Indraprastha University, New Delhi \

Assignment-1

SE S —
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A ==

Subject Name: MPOB Max. Marks: 20
_Course Objectives and mapping with Course Qutcomes . |\
S.No Course Objectives Course
(Jutcomes i
(C'Os) i
1. To expose the students to fundamental concepts of management, its oy
process and behavioural dynamics in organizations. £01, CO2,
Cu3,Co4

Expected Course Outcomes(COs)

\__\

CO1: Enumerate, explain, compare and analyze the concepts, theorics and principles that have evo\\‘i 1 specific
historical contexts and informed both academic thinking and practices related to the field of management. )
CO2: Identify and discuss the functions of management i.. planning, organizing, leading and controlling, 2. \
with the roies of managers at d2ifferent levels of the organization and classify the skills necessary fo. ¢ \ctive
performance of their functions. &
CO3: Apply the knowledge of management theory and of organizational behavior tc analyze managerial issues an
decisions consistent with the organizational objectives of efficiency and effectiveness. ' v
CO4: Analyze the complexities of work organizations and develop a multidisciplinary approach to address interpers.
and intra organizational issues. ‘

v

Assignment Rubrics

i’Assessment Criteria Weightag_c
| Information and understanding of the problem 25%,
[ Application/Synthesis of concepts/ Practical Implementation/ Critical Thinking 50%
| Conclusion/ Implication/Discussion/Presentation 25%

L iR I8
Note: The Assessment Criteria may vary w.r.t subject

Last Date for Submission: Sept 25, 2024

Guidelines for submission
« The assignment should be typed in word processed or legibly handwritten

« Screenshots should be followed by the web page requirement as mentioned below
e 1.5 line spacing should be used with text justified in word processor.

o Tables and figures should be named properly.
« For all assignments make sure pages are securely fastened, preferably with a staple in the top lett-

hand corner and placed in a folder

The following information should appear on the cover page of the assignment:

Assignment No
o Submitted to
o Submitted by (Name & Enroll No)
o Date of submission
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Director
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Note: Each student has to select attempt both the questions.

S. No. Questions Marks
1 Do you think sometimes managers are justified in not taking 10
' their employees’ advice? Why or why not? N
How should managers handle their employees’ dissatisfaction
2 : \ 3 ¢ g : 10
| with not having their advice put into practice? B
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Please write your Exam Roll No.) Exam Roll NO. cooeeeoacesoaes

INSTITUTE OF INFORMATION TECHNOLOGY & MANAGEMENT

INTERNAL EXAMINATIONS [OCTOBER, 2023]

MBA-1
H 1
Subject Name: MPOB Subject Code: MS 10
Tim]e: 2 Hrs. Max Marks: 40
Note: 1. Attempt all questions.
2. Each question carries equal marks.
(10) <CO1>

Ques.1) Write short notes on the following:
a) Human Relations Approach to Management

b) Hersey & Blanchard Theory of Leadership

¢) MBO
d) Skills of a Manager
¢) Difference between a Manager and a Leader

Ques.2) Discuss the key roles and responsibilities of a professional manager. How do these roles
vary (i) in different types of organizations and (ii) at different levels of management within an
(10) <CO2>

organization?
OR

Que_s.Z) Explain the functions of Management in detail. Explain the functions of Management in
detail. (10) <CO2>

Ques3) What are different leadership styles adopted by managers? Which one of them is most

suited in a manufacturing organization with little possibility of change? Give reasons.
(10) <CO3>

OR
Ques.3) What do you mean by Bounded Rationality? Explain the rational decision-making model.
What are the advantages and limitations of this model in the business context? (10) <CO3>

Ques.4) Compare and contrast strategic planning with operational planning, highlighting their
(10) <CO¢>

differences and similarities.

_OR
tages and disadvantages’ of implementing MBO in an organization?

Ques:4) What are the advan . ;
Provide a real-world example where the successful implementation of MBO led to improved
(10) <CO4>

organizational performance.
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Programme MbA Semester___ 4. e _ e
| , Y T | | sectionA 0. h T h] Wl s
Subject MPory mmnmq Code ,Zm (e} Section B O -
. ; |
., [} () (S
Name of Examination _ 3.70 D\.Qo, ?Q m _3&_013\ mmo:o: C Q EA\
- o
Section D
No. of Supplementary Sheets used -« , ] : P
W \% ﬁ\ Grand Total ﬁ «WW M
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m...,_ , Knowledge based and comprehensive 6 N\
1:F E:W above entries. questions (KC) [o :
_m Write B oth-sides of each page.
% . . : Application based questions (Ap) 10 1 b
w wfm mﬁ:_o Gadgets to exam hall will be treated as use of unfair means. :
p - : .
muc@: s} be done on fast brade: Analytical questions (An) ] lo
5. Talking or seeking help in exam.hall is prohibited.
6. Tearing pages from Answer Booklet or writing on Question Paper will be Synthesis/Evaluating 10 q
questions(Sn/Ev) .
mehmhmm use of unfair means. .
NA\,,;o:__a_sc ~ Grand Total
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Rubric for Case Study Analysis for MBA Students (Tota

I: 20 Marks)

Phase Unsatisfactory | Satisfactory (2) Good (3) Excellent (4)
(0]
L. Minimal or no | Basic understanding | Adequate Coiif rehel?swe
. . but | understanding of | understanding of the
Understanding | understanding | of the case ith all key issues
of Case | of the case | misses some key |the . caser and | case, WI}t11 .dy e
Background & | background issues or facts. identification of thorou.g. y 1 eln 1 l(:
Issues (4 | and key issues. key issues. anid eritically analyzed.
Marks)
2. Application | Little or no | Basic application of | Adequate Exceptional appllcat.lon
of Concepts & | application of | theoretical concepts, | application of | of 'multq:')le
Theoretical relevant but lacks depth or | concepts/theories concepts/theories  with
Framework (4 | concepts or | clear connection to | to explain case | deep  analysis .and
Marks) theories to the | the case. issues; moderate | innovative perspectives
case. depth. on the case.
3. Data | Insufficient or | Basic analysis; some | Adequate  data | Outstanding data
Analysis & | incorrect data is interpreted | analysis with | analysis; deeply
Interpretation | analysis of | but lacks depth and | reasonable insightful and provides
(4 Marks) data; fails to | clear relevance to interpretation; critical conclusions
interpret  key | the case. some insights are | from data
data insights. drawn but may | interpretation.
} lack depth.
| 4. Problem | No or poor | Basic problem- | Reasonable Exceptional problem-
| Solving & | decision- solving  approach; | solutions solving and decision-
Decision- making; fails to | solutions are | presented  with | making; innovative,
| Making (4 | address the | provided but lack | moderate analysis | well-supported, and
| Marks) main depth or feasibility. | of pros and cons; | feasible solutions
problem(s) in some  practical | addressing all aspects
the case. feasibility. of the case.
-4 Recommendati | Basic Good Highly practical,
Recommendati | ons are vaguely | recommendations recommendations | relevant, and innovative
ons, Action | articulated, provided; some lack | ; reasonably | recommendations with
Plan and | impractical, or | feasibility or | practical and | a well-defined and well
Articulation (4 | irrelevant to the | relevance to the | linked to the case articulated, actionable
Marks) case context, ‘case. issues, but | plan.

lacking in some
depth.
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Case Study
Programme: MBA  Semester: II Paper Code: MS 106 Academic Year: 2023-24
Subject Name: Business Research , Max. Marks: 20

Course Objectives and mapping with Course Outcomes

S. Course Objectives Course
No Outcomes

(COs)

1. To acquaint the student with the concepts of research, research design,

research process, concepts
2. Students should be able to use tools and techniques of data analysis. C02,COs5,
3. To understand process of effective report writing to conduct research and CO6
|| analysis for effective decision making. ]

Expected Course Outcomes (COs)

CO2: Formulate and articulate research questions and specify research objectives and
hypothesis.

COS5: Analyse quantitative data by identifying and applying various statistical tests and interpret the
result for drawing generalizations

CO6: Write a report and Present the finding in a structured manner with coherent argument in logically

persuasive style and analyse the implications for bot practices and future research.

Case study “Data Driven Decision Making at NovaTech Solutions- Addressing Declining Customer
Retention through Research > attached.

Rubrics |
Assessment Criteria Weightage |
Information and understanding of the problem 25% ]
Application/Synthesis of concepts/ Practical Implementation/ Critical Thinking 50% |
Conclusion/ Implication/Discussion/Presentation 25%

Guidelines for submission
The assignment should be typed in word processed or legibly handwritten
1.5 line spacing should be used with text justified in word processor.-
Tables and figures should be named properly.
For all assignments make sure pages are securely fastened, preferably with a staple in the top left-hand
corner and placed in a folder
The following information should appear on the cover page of the assignment:
o Assignment No
o Submitted to
o Submitted by (Name & Enroll No)
o Date of submission
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Case Study
on

Data-Driven Decision Making at NovaTech Solutions - Addressing
Declining Customer Retention through Business Research

Company Overview

NovaTech Solutions is a software-as-a-service (SaaS) company that provides cloud-based business
management solutions for small and medium-sized enterprises (SMEs). Their flagship product is
a project management platform that integrates various tools for task management, communication,
and analytics. Over the past five years, NovaTech had achieved steady growth, building a strong
base of clients across various industries.

Despite NovaTech's initial success, the company began facing significant customer retention
issues. Over a 12-month period, their churn rate increased from 10% to 25%, which was alarming
given the importance of retaining clients in the SaaS industry. With higher churn, the company's
acquisition costs also increased as it became more expensive to replace lost customers.

Key challenges identified:

I. High Customer Churn: Customer retention had dropped sharply, leading to a negative
impact on revenue,

2. Unclear Customer Behavior: NovaTech had limited insight into why customers were
leaving, as their internal customer data wasn’t being effectively analyzed.

3. Inconsistent Product Usage: Data showed that customer engagement with the platform
was inconsistent, but there was no clear understanding of which features were most valued
or underutilized.

4. Lack of Personalized Support: Customers often cited in feedback surveys that they felt
the platform wasn’t tailored to their specific needs, but there was no structured approach
to handle this information.

Research Objective

NovaTech’s goal was to:
» Identify patterns in customer churn and pinpoint the main reasons for dissatisfaction.
» Use customer and usage data to understand which features were underperforming.

o Implement data-driven solutions to improve customer retention.
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Research Methodology

To address these challenges, Nov
data handling and analysis. The

1. Customer Data Analysis-

il NovaTech examined its customer database to identify key
rends. lhe research team Segmented customers based on various factors such as company

size, industry, length of time using the platform, and interaction patterns. Data such as login

frequency, feature usage, and customer support interactions were pulled from the
platform’s analytics tools.

Churn Analysis with Machine Learning- A predictive model was built using machine

learning techniques to identify patterns in customer churn. Variables such as declining
platform engagement, support ticket volume, and feature adoption were used to predict the

likelihood of a customer churning. The model aimed to provide early warnings so that
NovaTech could take preemptive measures.

Qualitative Research: Customer Interviews and Surveys To complement the
quantitative data, NovaTech conducted in-depth interviews and surveys with customers
who had recently canceled their subscriptions. The goal was to uncover qualitative insights
on user experience, perceived value, and reasons for leaving the platform. This feedback
was analyzed alongside the churn model to identify common themes.

Findings

L

Low Engagement with Core Features: The data revealed that many users were only
engaging with a small portion of the platform’s features. The project management and task-
tracking tools were widely used, but advanced features such as analytics, team
collaboration tools, and integrations with third-party apps were underutilized.

Customer Onboarding Issues: The research identified a strong correlation between poor
customer onboarding and higher churn rates. Customers who didn’t receive sufficient
training or guidance on using the platform’s full capabilities were more likely to leave
within the first six months.

Feature Overload: Many customers felt overwhelmed by the number of available features,
leading to frustration. The data indicated that companies with fewer than 50 employees
found the platform overly complex for their needs.

Inadequate Customer Support Customization: The qualitative interviews revealed that
many customers felt the support provided by NovaTech was too generic. Smaller
businesses, in particular, wanted more personalized assistance in setting up and optimizing
the platform for theiy specific work{lows,




Solution Implementation

Based on the research findingg, NovaTech j
ine identified problems: ech implementeq Several data-driven strategies to address

|. Feature Optimizatiop and Sim
ticred service plans. Bag;c pla
features for smaller businesses, while adv
(such as aflalytics and third-party integratiz
user experience for smaller clients ang mad

lification- N :
p tion- NovaTech reorganized the platform to create

core project management and task-tracking
need plans included the more complex tools
ns) for larger enterprises. This simplified the
¢ 1t easier for them to adopt the platform.

2. Enhanced Onboarding Process- A rev
. am : .
NovaTech introduced personalized onbo; 'Ped Offboardmg process was implemented.

ns offered

3. Proa'ctlve Reten-tlon Measures Using Predictive Analytics- The predictive churn model
was integrated llltO. NovaTech’s CRM system. When the model flagged a high-risk
customer, the retention team could proactively reach out with offers such as additional

training. a personalized consultation, or discounts. This helped prevent churn by addressing
issues before customers decided to leave.

4. Customer Support Personalization- NovaTech improved its customer support by
creating industry-specific support teams. These teams specialized in tailoring solutions for
customers in different sectors, offering more relevant guidance and recommendations
based on industry needs. The support team also started gathering feedback from customers
during regular check-ins to identify areas for continuous improvement.

Within nine months of implementing the changes:

Reduced Churn Rate: NovaTech successfully reduced its churn rate from 25% to 12%, with
many customers who were previously at risk renewing their contracts.

Increased Feature Engagement: Feature adoption improved by 30%, especially for advanced
features, afier the introduction of tiered service plans and the enhanced onboarding process.

Customer Satisfaction: Surveys showed a 25% increase in customer satisfaction, with clients
particularly appreciating the personalized support and tailored training sessions.

Revenue Growth: Despite reducing churn, NovaTech also managed to grow its customer base by
15%, driven by the improved customer experience and increased referrals from satisfied clients.

Conclusion _
By leveraging business rescarch and effectively handling data, NovaTech Solutions was able to
identify key issues related to customer churn and feature underutilization. Through predictive
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! L » leading to enh
growth. This case highlights the importance of data-driven dec

b i ision-making in addressing business
challenges and optimizing performance,

Q1 How did NovaTech’s use of pre

d ; dictive analytics and machine learning help in
identifying at-risk customers, and wh

at impact did this have on customer retention?

02. What role did customer segmentation and qualitative research play in uncovering the
mismatch between product offerings and custo

mer needs?

Q3. How did Novalech’s approach (o feature optimization and personalized support
contribute to both reducing churn and improving overall customer satisfaction?
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Case Study: Resolving

Custon ' - _
Research ymer Retention [ssues through Business

and Data Handling NovaTech Solutions

Company Overview

» Company: NovaTech Solutions (Saa$ for project management tools)
o Target Audience: Small and medium-sized enterprises (SMEs)
» Initial Success: Strong client base due to product quality and integration of tools.

)] . b .y <4 . .
o Problem: Increasing customer churn and inconsistent product usage leading to declining

revenue.
Problem Statement

» High Customer Churn: 25% churn rate (up from 10%).
» Unclear Customer Behavior: Lacked insights on why customers were leaving.
» Inconsistent Feature Use: Certain product features underutilized.

» Generic Customer Support: Customers felt services weren't tailored to'their needs.

Research Objectives

» Understand customer churn patterns.
» Identify product feature usage and misalignme
* Analyze customer behavior to improve retgrtion.

» Enhance support for personalized custorfier experiences.

Research Methodology

I. Customer Data Analysis

o Segmented customers by behavior, usage, and support data.

2. Churn Analysis Using Machine Learning

o Built predigtive models to identify churn indicators.
| Quclils_Kowa
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3. Qualitative Feedback

o Customer intervi .
rviews and surveys for deeper insights into dissatisfaction.

Key Findings

o Low Feature Engagement: Advanced features underused.
» Poor Onboarding: Correlated with high churn (especially in the first 6 months).
o Feature Overload: Platform complexity overwhelmed smaller clients.

« Generic Support: Clients needed more personalized solutions.

Solutions

1. Feature Optimization

o Introduced tiered service plans: Simplified offerings for small clients, advanced

fcatures for larger ones.

o

Enbanced Onboarding
o Personalized onboarding and check-ins to improve product adoption.

Proactive Retention

(V'S

c Integrated predictive churn model to idenﬁfy and address at-risk customers.

4. Personalized Support
o Specialized teams for industry-specific customer suplyf

L

Results o

e

~

» Churn Reduction: Reduced churn from 25% to 12%.

» Increased Feature Adoption: 30%Mcrease in advanced feature use.
» Higher Customer Satisfactiori: 25% improvement in customer satisfaction scores.

* Revenue Growth: Customer base grew by 15%, driven by improved retention.

Conclusion

* Data-Driven Decisions: Business research and data analytics were critical in identifying

key problems.
f "
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customer-Centric Approach: Personalizing support and simplifying features improved

Long-Term Impact: NovaTech turned around its churn i

gustainable growth.

e and positioned itself for
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Q 1. How did NovaTech’s use of predictiy, analytics ap

at-risk customers, and what impact did this 1 inachitg \eRTEieln in M aniltying

4Ve on customer retention?

Solution:

customer behavior data such i

ch as login frequency, feature usage, and support ts. Thi del
identified patterns that signaled a cust ' Kpslieivn: LN mikle
id pe hat signaled a customer was at risk of dbuent l
, ) Ing, such as declini
engagement or an increasc in support tickets : s declining placlorm

By integrating this model into their
y niee & model into their CRM System, NovaTech’s customer retention team was able

1o take proactive me NS
o take p asures to‘ prevent churn, They would reach out to hi ihethsk chstomens before

they decided to leave, offeri . L
Y » offering personalized interventions like additional training, consultations,

or discounts.

Impact: é

This approach significantly reduced the churn rate f; 5% to 12%, as NovaTech could address

ssues early, improving customer experience-and satisfaction
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Q 2. What role did customer segmentation and qualitative research play in uncovering the
mismatch between product offerings and customer needs?

Solution:

NovaTech conducted customer segmentation. dividing customers based on factors such as
company size, industry, and usage patterns. This allowed them to see clear differences in how

platform. For example, smaller businesses found the

various groups were interacting with the

platform too complex, while larger businesses used-nore of the advanced features.

In addition, qualitative research througt customer interviews and surveys provided direct

feedback on user experience and gp€cific pain points. This revealed that many customers were

overwhelmed by the number of features, while others were not fully utilizing the advanced tools

due to poor onboarding or’lack of understanding,

Impact:
These insights led to the realization that the product was not aligned with the needs of smaller

. o N oy 1 FAr o Hew mire ‘ fort 3T ¢ >
businesses. By simplilying the product for smaller customers and offering more advanced features

for larger clients, NovaTech was able to create a better product-market fit, leading to higher

satisfaction and engagement.
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Solution:

NovaTech implemented feature optimization by j :

were simplified for smaller businesses, focusi:l’ Introducing tiered service plans. Basic il

advanced plans offered more sophisticated featuresg f:rn lacrore proJect- management tools, while

the platform was right-sized for each customer Segmemger entelrprnses. This helped ensure that

satisfaction. » reducing overwhelm and increasing

Additionally, personalized support became a key part of their retenti

created industry-specific - support teams that could provide cirslilon.strategy: NovaTech

recommendations to clients based on their specific workflows and needs OTIT:;(;S jl:rcllhance dand
. anced the

onboarding process with personalized trainin ;
g helping customers
get the most out of the
orm.

Impact:

These changes resulted in a 30% i ‘ _
o Increase in feature adoption and a 25% imaprovement in customer

satisfaction. Clients appreciated the simplified user experience and‘personalized support, which
, whic

strengthened customer loyalty and reduced churn.
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Saaniya Tanwar

Sustainable Business Praclices

2 |Mohammad Saood _[Impact of Artificial Intelligence on Business
3 |Mohd Saami Naseer |Blockchain Technology In Supply Chain Management Dr. Latika Malhotra(15-
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25 |Ankit Ray The Role of Corporate Governance in Business Success
26 |Revanth J Social Entrepreneurship and Its Impact
27 _|Tarun Grover Business Analytics: Tools and Techniques
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29 |Riya Chaudhary Influence of Digital Marketing on Consumer Behavior Dr. Deepika Arora
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31 |Namita Bajaj Supply Chain Resilience in a Post-COVID World p.m)
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! Saaniya Tanwar Sustainable Business Practices 5 5 3
Impact of Attificial Intelligence on ‘ 16
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3 Mohd Saami Naseer _|Chain Management s s 4 4 18
Corporate Social Responsibility in -
4 Divya Sharma the Modem Era 4 4 4 5 17
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' 5 Deepanshu Tyagi Workplace 4 4 4 4 16
Digital Transformation in
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8 Paras Chhabra Impact on Banking 5 5 3 5 18
The Future of Remote Work Post-
9 Manish Pal Pandemic 4 5 5 4 18
Strategic Management in the Digital
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Data-Driven Decision Making in
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12 Sahil Batra Globalized World 4 4 4 4 16
The Role of Big Data in Business
13 Anisha Gambhir Strategy 4 5 S 4 18
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15 Simran Rajora Modem Perspective 4 4 4 5 17
Impact of Globalization on Small
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