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Post Graduate Diploma in Management (Batch 2024-26)

	Course Title: Digital Transformation, (Course Code: 40832)
End-Term Examination, Term - V (January 2026) 

	 Time Duration : 2 Hours                                                                                          Total Marks: 40



General Instructions:
1. Answer the questions as directed. The break-up of the marks is given wherever necessary.
1. Marks against each question is indicated to its right.
1. Both the sections are compulsory
1. Do not write on the question paper except your roll. number.

SECTION - A
Q1. A mid-sized Indian retail chain operating through physical stores experienced a sharp decline in footfall after 2023. The management introduced an e-commerce website and a basic social media presence, but did not observe a significant recovery. Customer complaints indicate inconsistent experiences across channels, delayed deliveries, and a lack of personalization. Analyse the impact of digital transformation on the organization. Identify three strategic gaps in its transformation approach, evaluate how these gaps are affecting customer experience and organizational performance, and propose two corrective digital interventions.     	                                                                                (8 marks)

Q2. A family-based manufacturing firm plans to adopt SMAC technologies to modernize its operations and enhance customer engagement. Senior leadership is divided: one group views SMAC as a technology upgrade, while the other regards it as a business strategy shift. 
Using an appropriate digital transformation strategy framework, explain how SMAC should be positioned as a strategic enabler rather than a technology initiative. Recommend a phased implementation roadmap and justify your choices.                                                                             (8 marks)

Q3. An online education platform uses AI-based chatbots for student support. While operational costs have declined, student satisfaction scores have stagnated, and complaints indicate a lack of empathy and incorrect responses to complex queries.  Evaluate the strategic trade-offs involved in deploying AI-based service automation. Critically assess the role of automation in leading to digital transformation. Suggest a hybrid service model that balances efficiency and experience.                                       (8 marks)

SECTION - B

Q4. Aarav Handicrafts Pvt. Ltd. is a 25-year-old Indian MSME engaged in designing and selling handcrafted home décor and lifestyle products. The company sources products from artisan clusters across Rajasthan and Madhya Pradesh and sells through physical stores, exhibitions, and export partners. The brand positions itself on authenticity, craftsmanship, and sustainability.
Facing increasing competition from digitally native D2C brands and online marketplaces, Aarav initiated a digital push. The firm launched an e-commerce website, opened seller accounts on major marketplaces, invested in social media advertising, and adopted basic cloud-based accounting and inventory tools. While these initiatives created digital presence, they lacked integration. Customer data remained fragmented, inventory visibility was inconsistent, and marketing decisions were largely intuition-driven.
Senior management now plans to rethink digital transformation as a strategic initiative rather than a collection of tools. The leadership team wants to redesign customer journeys, use data for decision-making, and explore technologies such as AI-driven personalization and IoT-enabled inventory tracking. However, they are concerned about internal capability gaps, scalability, ethical use of customer data, and alignment with the brand’s sustainability goals.
Aarav must now define a coherent digital transformation strategy and design digital solutions that can create long-term competitive advantage without compromising its artisanal identity.

a) Develop a digital transformation strategy for Aarav Handicrafts that aligns business objectives, customer-centricity, and technology adoption. Justify the strategic choices made and the proposed plan that enables competitive advantage in a digitally evolving handicraft and lifestyle market.                                                                                     (8 marks)

b) Design an integrated digital solution architecture for Aarav Handicrafts. The answer should focus on how digital tools, such as data analytics, AI, cloud platforms, and IoT, can be integrated to improve customer experience, operational efficiency, and sustainability, while addressing challenges related to data privacy, scalability, and change management.                                                                                                       (8 marks)
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