7 Directing

[ Fastracl« Revision )

» Meaning of Directing: It refers to the process of
instructing, quiding, counselling, motivating and leading
people in the organisation to achieve its objective.
“Directing is telling people what to do and seelng that
they do it to the best of thelr ability.” —Ernest Dale

nowledge BEOSTER

Directing is a manageriol process which takes place
=/ throughout the life of an organisation.
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» Characteristics/Features of Directing

> Directing Initiates Actions: While other functions
prepare a setting For action, directing initiates
action in the organlsation. Thus, directing is an
execution function.

> Directing Takes Place at Every Level of
Management: Every manager performs the function
of directing. Directing takes place wherever
superior-subordinate relations exist.

> Directing is a Continuous Process: It takes place
throughout the life of the organisation Irrespective
of people occupying managerial positions. So,
managers may change but directing process continues.

> Directing Flows from Top to Bottom: Directing
is initiated at top level and flows to the bottom
through organisational hierarchy. Every manager
directs his immediate subordinate and subordinates
takes instructions from his/her immediate boss.

» Importance of Directing

» Inltiates Actlon: Directing helps the management
to supervise, exchange Information, guilde and
encourage people at work to perform in the
desired way for achieving organisational aims and
objectives.

> Integrates Group Actlvity: Directing integrates
employee’s endeavours in such a manner that
independent individual efforts add to the
organisational performance.

> Means of Motivation: A good leader can always
identify the potential and capacity of his employees
and motivate them to work up to their Full potential.

> Directing Facilitate Changes: An enterprise
operates In a constantly changlng environment.
So, directing helps a firm to become dynamic and
responsive to new developmental changes.

» ProvidesStabilityand Balanceinthe Organisation:
Effectlve directing helps to bring stabllity in
the organisation as It fosters co-operation and

commitment among the employees, various groups
activities and the departments by glving them
suitable rewards and positive encouragement and
praise for good performance.

» Elements of Directing: It consists of four elements:

» Supervision
» Motivation
> Leadership
>» Communication

» Supervislon: It means Instructing, guiding and monitoring
the subardinates to ensure that they perform their Jobs In
accordance with the plan and instruction.

» Functions of Supervisor/Importance of Supervision:
The importance of supervision can be understood by the
Functions performed by a supervisor, which are given
below:

> Maintalns day-to-day contact and friendly relations
with workers.

Act 3s link between management and workers.

Maintains group unity.

Ensures performance of work.

Provides on-the-job training.

Provides leadership.

Provides feedback to the workers.

nowledge BEOSTER

Supervisor is a managerial position in the organisation
=< hierarchy at the operative level, l.e. immed]ately above
the worker.
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» Motivation: It refers to a process of stimulating and
inspiring people at work to accomplish desired goals.
“Mativatlon refers to the way, in which urges, drives,
desires, aspirations, strivings or needs, direct, control and
explain the behaviour of human beings.” —Mc Farland

» Process of Motivation: It involves the following steps:

Unsatisfied need

Tension
Drive
l
Search behaviour

Satisﬁid need

Reduction of tension

nowledge B&GOSTER
Motivation is never ending process and it does not end
55X by satisfaction of o particulor need.
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» Features of Motivation

>

nowledge BEOSTER ~

The main three terms of motivation are:
® Motive: It refers to desire, which activates, compels

SN

e Motivation: It s a process of stimulating and Inspiring

e Motivator: It is the technique used to motivate people
inan organisation.

) 2

Motlivation is an Internal Feeling: Motivation is
psychological phenomenon and it cannot be forced
on employees. For example, people may have
different urges like processing a car, AC, etc. It may
be noted that urges are internal to an individual

and direct the individual to behave in the direction of
achievement of target.

people at work to accomplish desired goals.

Motivation Produces Goal-directed Behaviour:
Motlvation Induces employees’ behaviour in such a
manner so that they can achieve their goals.

For example, if a person has strong desire to get
promoted, then he viill work efficiently to achieve
this goal.

Motivation can be either Pasitive or Negative:
Employees are motivated by using both the methods
posltive or negative motivation.

Positive motlvation such as increase In pay,
promotlon, recognition, etc. Negatlve mativation
such as threats, punishments, stoppling Increments,
etc.

Motivation is a Complex Process: A technique of
motivation may not have a uniform effect on all the
people. Some are motivated by financial incentives
while others prefer non-financial incentives.

» Maslow’s Need Hierarchy Theory

»

Basic Physiological Needs: Physiological needs are
essentlal needs. It Is necessary for human survival
and include the need for Food, air, water, shelter,
clothing, sleep, etc.

Safety or Security Needs: These needs provide
security and protection from physical and emotional
harm. Motivatars like benefits of pension plans, job
security, stability of income, etc. help to satisFy
these needs.

Social or Affiliation or Belonging Needs:
These needs Include love, affection, sense of
belongingness, acceptance approval and friendship.
Forexample, employees often form informal groups
to satisfy their social needs.

Esteem Needs: These needs include the need for
self-respect, autonomy status, recognition and
attention.

SelF-Actualisation Needs: It refers to the highest
level of need in the hlerarchy. It deals with the drive
to become what ane Is capable of becaming by
attalning one's true potentlal and Includes growth,
self-fulfilment, etc.

nowledge BGOSTER

The main assumption of Maslow’s Theary Is, a person
moves to the next higher level of the hierarchy only
when the lower need is satisfied.
> Financlal and Non-financlal Incentives: Incentives refers
to all measures, which are used to motivate people to
contribute more efficiently. The incentives may be broadly
classified as:
> Financial Incentives

nowledge BGOSTER
Money nat only satisfies the lower level needs, but

{ also satisfies the higher level needs of soclal status
and power.

e Pay and Allowances: It includes basic pay,
dearness allowance, house rent allowance and
other allowances. Salary system consists of
regular increments in the pay every year and
assessment of allowances from time-to-time.

e Productivity Linked Wage Incentives: These
incentive plans aim to improve productivity of
employees by paying higher wages to efficient
workers as compared to inefficient workers.

e Bonus: It is an incentive offered over and above
the wages/salary to the employees.

e Profit Sharing: Providing a share In the profits to
the employee in the organisation.

e Co-partnership/Stock Option: This means
employees are given an option to purchase
shares of the company at a price less than
market price.

e Retirement Benefits: Penslon, provident
fund and gratuity provide Financlal securlty
to employees after retirement Ffrom the
organisation.

e Perquisltes: This Include Ffringe beneflts like
allowance, housing, medical care and education
to children, etc.

» Non-financial Incentives

e Status: It refers to ranking of positions, authority,
responsibility, recognitionand prestige associated
with a job in the organisation. Psychological,
sodal and esteem needs of an individual are
satlsfled by status glven to thelr job.

e Organisational Climate: It refers to the
characteristics which describe an organisation
and distinguish one organlsation from the other.
These characterlstlcs Include Individual autonomy,
reward orientation, open communication, risk-
tasking, etc.

e Career Advancement Opportunity: Organisation
should provide opportunity to Its employees to
improve their skills and promoted to higher level
jobs. As these opportunities helps an employee
to gain promotion, so employees feel motivated
to give higher performance.

e Job Enrichment: It is concerned with designing
Jobs that Include greater varlety of work content,
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nowledge BGOSTER

require higher level of knowledge and skilL It
gives more autonomy and responsibility to the
workers and provide the opportunity for personal
growth and a meaningful work experience.

e Employee Recognition Programmes: This
means acknowledging and appreciating an
employee on his work performance. This
satisfies the ego of the employee and he feels
motivated to his or her better performance.

e Job Security: It provides stability to the
employees about the Future income and work so
that they do not Feel worrled on these aspects.

e Employee Participation: It means physical and
mental involvement of employees in decision-
making process. It provides them psychological
satisfaction.

e Employee Empowerment: It involves giving
more freedom and powers to subordinates.
Autonomy and power to subordinates, make
sense to feel important For the organisation and
they contribute positively to the arganisational
performance.

Non-financial incentives mainly focus on psychological,
socfal and emotional needs.

A

» Leadership: It is the process of influencing the behaviour
of people towards achlevement of organisational goals.
“Leadership Is the activity of Influencing people to strive
willingly For group objectives.” —George Terry

» Features of Leadershlip

>
>
>
>
)

Process of Influencing people

Brings behavioural change

Exerclsed to achleve common goals
Relationship between leader and follower
Continuous process

» Importance of Leadership

>

>

Leadership influences the behaviour of people and
makes them to positively contribute thelr energles
for the benefit of the arganlsation.

A leader maintains personal relations and helps
followers in FulFilling their needs.

Leader plays a key role in introducing required
changes in the organisation.

A leader handles conflicts effectively and does not
allows adverse effects resulting from the conflicts.
A good leader provides training to their
subordinates.

» Leadership Styles: It refers to the behaviour pattern
which the leader reflects in his role as a leader. Three
impartant leadership styles are:

>

Autocratic or Authoritative Style of Leadership: In
this style of leadership, the leader exercises complete
control over the subordinates and centralises all
powers In himself.

Leader

Orders

® ® 0©

Subordinates

> Democratic or Particlpative Style of Leadership:
In this style of leadership, the leader takes decisions
in consultation of subordinates and decentralises
authority.

> Laissez-Faire or Free Rein Style of Leadership:
In this style of leadership, there iIs complete
delegation of authority, so subordinates are free
to take decislons.

® Leader

-

nowledge BGOSTER

A leader may use all the styles over a period of time.

}. { However, one style tends to predominate as his normal
way of using power.

» Communication: It refers to a process of exchange of
ideas, views, facts, feelings, etc., between two or more
persons to reach common understanding.
"Communicationistransferofinformation fromthe sender
to the receiver with the information being understood by
the receiver.” —Koontz and Weihrich

» Elements of Communication Process

> Sender: Sender means person who conveys his
thoughts or ideas to the receivers. Sender represents
the source of communication.

» Message: It is the content of ideas, feelings,
suggestions, order, etc.Intended tobe communicated.

> Encoding: It Is the process of converting the
message into communication symbols such as
words, pictures, gestures, etc.

convert Communication Symbols

Message —————» ;
o8 encading (waords, pictures, gestures, etc.)

» Media: It is the path through which encoded
message Is transmitted to receiver. The channel
may be In written Form, face-to-Face, phane, call,
internet, etc.
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Features of Communication
=< °Itisasocial process.

* It is wo way process.

« It is all pervasive function.

e [t is @ continuous process.

= It aims at creating understanding between sender and
receiver.

Decoding: It Is the process of converting encoded
symbols of the sender.

Receiver: The person who receives the message or
for whom the message is meant for.

Feedback: It includes all those actions of the
receiver that indicate that he has received and
understood the message of the sender.

Noise: It means some obstruction ar hindrance
to communication. It may be caused to sender,
message or receiver. The following are the causes
of nolse:

e Ambiguous symbols that lead to Faulty encoding.
A poor telephone connection.

An inattentive receiver.

Faulty decoding (attaching wrong meanings to

message).
| Encoding |

|Dec0ding
A

N

Communication Process

» Channels of Communication

>

>

Formal Communication: It refers to officlal
communication taking place in the organisation.
Types of Formal Communication: On the basis of
directlon, formal communication Is of following
types:

o Downward Communlcation: It flows from higher
levels to lower levels. It alms to Issue orders and
instructions to subordinates. The speed of this
communication is very fast.

Sender

Receiver

e Upward Communication: It flows From lower
levels to higher levels. It alms to communicate
progress report, suggestions, grievances,
etc. to the superiors. The speed of upward
communication is comparatively slow.

Receiver

Sender

e Horlzontal Communication: It Fows Ffrom
different departments at the same level It aims
to resolve thelir inter-related problems.

Sender s Receiver

e Diaganal Communication:Itflowsfromdifferent
levels of authority in different departments.
It alms to Increase organisational efficdlency by
speeding up communication process.

Sender

Networks of Formal Communication
e Single Chain Network: Communication takes
place between superiors and subardinates.

e Wheel Network: All the subordinates
communicate through superior only.

@)

€I

e Circular Network: Each person communicates
with only two persons adjoining him.

e Free Flow Network: All information flows from
one persan only who acts as a leader.
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e Inverted V Network: A subordinate is allowed to e Gosslp Network: Each person communicates
communlicate with his superior and his superior’s with all on a non-selective basls.
superior.
) X )
ﬂﬂWledge BOOSTER e Probability Network: A person communicates

Formal communication takes place by following the randomly with another.

<< formal lines of communication, i.e., it follows scalar
chain.
> Informal Communication: It refers to unofficial
communication that arises from social interaction of
people.ltlsalso known as grapevine communication.
» Networks of Informal Communication: Some of
the common networks of informal communication
are: O

e Single Strand Network: Each person

communicates with the other in sequence. e Cluster Network: A person communicates with
only those he trusts.

|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
O |
O |
O

|
|
|
|
|
|
|
|
|
|
|
|
|
|
|
|

DifFerences between Formal Communlication and Informal Communication

Basis of
S.No. ; Formal Communlication Informal Communication
Diffarence

(1) Meaning It refers to officlal communlcation It refers to unofficdal communlcation that
taking place In the organlsation. arlses from soclal interactlon of people.

(if) Flow of Direction It Flows in vertical, horizontal and It Flows in every possible direction.
dlagonal directlons.

(iii) Nature It is rigid in nature. It is Aexible.

(Iv) Speed It Is a slow means of communication. | It Flows very fast as there Is no prescribed

official channel.
v) Rellabllity The communication Is very rellable. It s less rellable and may create rumaours.
(vi) | Fixing of It is easy to fix responsibility as It is very difficult to fix responsibility as
Responsibllity source of Information in known. sources of informatlon Is not known.

» Barrlers to Communication

> Semantlc Barrlaers: It refer to problems and obstructions In the process of encoding and decoding of message Into
words or impressions. Some of the common forms of semantic barriers are:

o Badly Expressed Message: The badly expressed messages may be on account of inadequate vocabulary, usage
of wrong words, omission of needed words, etc. It may also happen when words and sentences are not properly
sequenced.

e Symbols with DiFferent Meaning: A word may have several meanings. Receiver has to perceive one such meaning
for the word used by communicator. Wrong perception leads to communlcatlon problems.

_ s m—e—e—-——————r——_—-—-r—_-r-:G—--_-Gr-:r-_-—-—|,:r-r-—rGr—-—:-—-r-—-rr-—-—-—r—-:—r-.-_,,-—-—----—-—--— "7
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o Faulty Translation: Sometimes the
communications orlginally drafted in one
language need to be translated to the language
understandable to workers. IF the translator is
not proficient with both the languages, it may
act as barrler in communlcation.

e Unclarified Assumptlon: Some communications
may have certain assumptions which are subject
to different interpretations. If the sender does
not clarify assumptions related to message,
then receiver may have different assumptions.

e Technlcal Jargon: It is baslcally found that
specialists use technical jargon while explaining to
persans who are not spedialists in the concerned
field. Therefore, they may not understand the
actual meaning of many such words.

e Body Language and Gesture Decoding: If there
is no match between what is sald and what is
expressed in body movements, communications
may be wrongly perceived and listener may get
confused and misunderstand the meaning.

Psychological Barriers: It refers to the emotlons,

opinions and status consciousness of an indlvidual

and has a direct impact on his ability to communicate
with others in a positive frame of mind. Some
common psychologlcal barrlers are:

o Premature Evaluation: Some people have
tendency to form a judgement before listening
to the entire message. They do not try to
comprehend the meaning of the word. This
premature evaluation leads to communication
barriers.

e Lack of Attentlon: The pre-occupled mind of
receiver and the resultant non-listening of

e Complexity Iin Organisation Structure: In
an organisation where there is a number of
managerial levels, communication gets delayed
and distorted a number of Filtering points are
mare.

e Organisational Facilities: If Facilities For smooth,
clear and timely communicatlons are not
provided, communications may be hampered.

> Personal Barriers: The personal factors of both

sender and receiver may exert influence on

effectlve cammunlcation. Some of the personal

barriers are:

e Fear of Challenge to Authority: A manager or
superior in the organisation always tries to get
a higher positlon and prestige. If he fears that a
particular communication may adversely affect
his authority, then he may withhold or suppress
such communication.

e Lack of Confldence of Superior on his
Subordinates: If superiors do not have
confidence in the competency of thelr
subordinates, they may not seek thelr oplnlon or
advice, it will adversely affect them.

¢ Unwillingness to Communicate: Sometimes,
the subordinates are not willing to communicate
with their superiors because they believe that if
information is not correct, it will adversely affect
them.

e Lack of Proper Incentive: If there s no
motivation or incentive for communication,
subordinates may not take the initiative to
communlcate.

message act as a major psychological barrier. "DWIEdge BOOSTER

e Loss by Transmission: It means that whenever . Noise is the main communication barrier which must

vital Information is exchanged, its credibllity Is =< be overcome on priority basis.

somewhat reduced. This type of psychological ) mgasures to Overcome Barriars to Communication
barrier acts as a hindrance in the communication > Clarify the Ideas before Communication: Any

process.

e Distrust: An essential trait of people with
psychological barrlers Is that they distrust almost
every person that they come In contact with.

Organisational Barriers: It refers to the hindrances

in the Flow of information among the employees

that might result in a commercial failure of an
organisation. Some of the organisational barriers
are:

e Organlsational Policy: If the organlsational
policy is not supportive to the free Flow of
communication, then it may hamper the
communication process.

o Rules and Regulations: Rigld rules and
cumbersome procedures may be a hurdle to
communication.

e Status: Status of superior may create
psychological distance between him and his
subordinate.

Issue to be communicated to a subordinate should
be clearly and completely studied and analysed by
the superior.

Communicate According to the Need of Recelver:
The level of understanding and education of the
subordinates must be very clear to the manager.
Manager should try to communicate according to
their level.

Consult others before Communicating: Consulting
the subordinates before communicating the message
helps to galn thelr ready acceptance and willing
cooperation.

Be aware of Language, Tone and Content of
Message: The language should be clear, simple
and easily understandable. Similarly, the tone and
content of the message should not provide any
harm to the sentiments of listeners rather it should
stimulate them to give response.
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» Convey Things of Help and Value to Listaners: It

is always better to know the needs and Interests of
the listeners before communicating the message.

> Ensure Proper Feedback: Proper feedback helps

in improving the communication process. The
sender should ask questions regarding the message
conveyed and the recelver should be encouraged to
respond to communication.

» Communicate For Present as well as Future: In

order to malntaln consistency, the communication

should alm at meeting both present as well as
future requirements of an organisation.

» Follow up Communication: Regular follow up and

review of the instruction glven to the subordinates
help in removing difficulties in implementing the
instructions.

» Be a Good Listener: To make the communication

process effective, the recelver should be a good
listener.

& Practice Exercise

@ Multiple Choice Questions y

Q1 Other functions of management prepare a setting
for action, while ....................... function initiates
action.

a. directing b. staffing
c. planning d. organising

Q 2. Functions of directing is perfarmed at:
a. top level b. middle level
c. operational level d. All of these

Q3. Asupervisor acts as a:

a. Unking pin b. leader
c. motlvator d. All of these

Q 4. Sound promotion policy comes under:
a. co-partnership
b. career advancement opportunity
C. job enrichment
d. organisational climate

Q5. Choose the incentive which best describes
'organisational climate’ as a non-financlal incentive.
a. Rewarding the employee for good performance
b. Individual autonomy
¢. Status symbol faciliies Uke costly furniture
d. Appropriate skill development programmes

Q 6. Which non-financial incentive makes people
complacent?

a. Status

b. Job security

c. Career advancement opportunity
d. Job enrichment

Q7. Match the 'Financlal and Non-financial Incentives’
given under Column | with the suitable statement
under Column Il.

Columnll Column Il
A Payand () Concerned with designing

alloviances jobs that include greater
variety of work content,
require higher level of

knowledge and skllL etc.

B. Job () Fringe benefits Uke car
Enrichment allowance. medical ald, etc.,
are affered above the salary.
C. Pergulsites (I} Itincludes basic pay. dearness
allowance and other
allowances.
A B C A B C
a. (i), (1). (i) b. (). (ii). (i)
c. (i) (i). (i) d. (i) (ii). (i)
Q 8. Which of the following is the appropriate arder of

Q9.

hierarchy of needs as per Abraham Maslow?

a. Safety needs —» Baslc physlological needs — Soclal
needs — Esteem needs — Self-actuallsation needs

b. Basic physiological needs — Safety needs —
Esteem needs — Saclal needs — Self-actuallsation
needs

¢ Soclal needs — Safety needs — Baslc physlologlcal
needs — Esteem needs — Self-actualisation needs

d. Baslc physlologlcal needs —» Safety needs — Soclal
needs — Esteem needs — Self-actualisation needs

Out of the following, which need is concerned with

sense of belongingness?

a. Esteem need

c Affiliation need

b. Self-Actualisation need
d. Safety need

Q 10. Match the various communication barriers given in
Column [l with their respective categorles given in
Column 1. (CBSE2023)

Column | Column Il

A Semantic Barriers | (i)  Distrust
Psychologlcal (I Lack of proper
Barriers incentives

C Organisational (i)  Symbols with different
Barrlers meanings

D. Personal Barriers (iv) Status

A B C D A B C D

a (i), (). @) Gv) b. (iv). Gi). (). (i)
c. (i) (). Qv). (i) d. (i), (@, (v). (0
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Q4.

Q 11. OQut of the following, which one depicts the carrect

sequence of process of motivation?

a. Tension — Unsatisfied need — Drives — Search
behaviour — Reduction of tension — Satisfied need

b. Unsatlsfied need — Tenslan — Satisfied need —
Drives — Search behavlour — Reductlon of tenslon

c Unsatlsfled need — Tenslon — Drives — Search
behavlour — Satisfied need — Reduction of tenslon

d. Drives — Search behavlour — Unsatisfied need —
Tenslon — Satisfied need — Reductlon of tenslon

Q12. The motivation theory, which classifies needs in

hierarchical order, is developed by:
a. Fred Luthans b. Peter Drucker

c. Scott d. Abraham Maslow

Q13. Identify the point of importance of Lleadership
illustrated in the following plcture.

a Effective leadership is getting work done. tasks
completed on time and goals achieved at minimum
cost.

b. Leadership indicates ability of an individual to
influence others.

¢ Leadership is continuous process.

d. Leadership tries to bring change in the behaviour of
athers.

given under Column | with the suitable statements
under Column Il.

Column | Column 1l

B. Organisational climate | (i) Involving

C Bonus

A. Employee Recognition | (i) Individual autonamy. reward

orientation and consideration
to employees are some of its
examples.

Programmes

employees in
decision-making of the Issues
related to them.

(i) Congratulating the employee
for good performance.

D. Employee particlpation | (iv) It Is an Incentlve offered over

and above the salary.

Match the ‘Financial and Non-financial Incentives’

Qls.

Q16.

Q17.

Q1ls.

Q19.

Q 20.

Q2L

Q22.

Qa3

Q24.

A B C D
a. (W), (1), (). (n b. (). (). (1), (iv)
o (i), (i) (iv). (ii) d. (iv). (i), (). (i)
The lowest level need in the need hierarchy theory is:
a. safety need
b. soclal need
. esteem need
d. basic physiological need
Out of the following leadership styles, which one
has the advantage of highest level of delegation?
a. Demacratic leadership style
b. Free rein leadership style
. Autocratic leadership style
d. None of the above
Mr Sarthi, the Ex-chairman of Swadesh Ltd., built
up his successor before retiring. Following the
norms set up by himself, he handed over the reins
of the company to the co-founder Mr Shravan,
who had the potential to bring about changes
in the behaviour of others. Which element of
directing did Mr Sarthi exhibit when he chose
Mr Shravan to be his successor?

a. Mativation b. Leadership

¢. Communication d. Staffing

Which of the following feature is essential for
leadership?

a. Existence of followers

b. Willing acceptance by the followers

c. Vital common interest

d. All of the above

State the element of directing which helps in
implementing the principle of ‘scalar chain’.

a. Supervision b. Leadership

c. Communicatlon d. Motivation

Which of the following communication spreads quickly?
a. Informal communication

b. Downward communication

c. Formal communication

d. Diagonal communication

A B C D

In case of .................... leadership, leader does not
interfere in decislon-making process of subordinates.
a. autocratic b. democratic

c. free rein d. Both b.and c.

Which of the following is upward communication?
3. Orders b. Manuals

c. Instructions d. Reports

The process of converting the message into
communication symbols is known as:

a. Medla b. Encoding

. Feedback d. Decoding

Effectiveness of communication is measured
through:

a. feedback b. encoding

C. decoding d. None of these
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Q 25.

Q 26.

Qar.

Q28.

Q29.

Q 30.

Q3L

Q32.

Q3.

Workers gossiping in the canteen about production
manager is an example of........... communication.

a. Infarmal b. formal

c. dlagonal d. downward

In which communication network, only prescribed
communication takes place?

a. Inverted V
c. Free flow
Which is the most popular grapevine network?

a. Single strand b. Gosslp

¢. Probability d. Cluster

Which of the following is not a type of semantic
barrier?

a. Unclarified assumption

b. Faulty translations

¢. Premature evaluation

d. Technical Jargon

Lack of praoper incentives is a type of ..o
barrier.

a. semantlc b. psychologcal

c. organlisational d. personal

Lack of attention is which type of communication
barrier?

a. Semantic barrier b. Organisational barrier

¢. Psychological barrier d. Persanal barrler
Statement |: Job Security often makes people
complacent and they do not perform efficiently.
Statement 1l: There is no risk of job in case of Job
Security.

Choose the correct option from the options given
below:

a. Statement | is true and Il is false

b. Statement Il is true and | is false.

c. Both the statements are true.

d. Both the statements are false.

Statement |: Motivation can be forced on employees.
Statement Il: The internal feelings influence human
behaviour to act in particular manner.

b. Circular
d. Single chain

Choose the correct option from the options given
below:

a. Statement | is true and Il is false

b. Statement Il is true and | is false.

c. Both the statements are true.

d. Both the statements are false.

Statement |: Informal Communication arises from
the social interaction of people.

Statement IlI: The information system of Formal
Communication is generally referred to as the
Grapevine.

Choose the correct option from the options given
below:

a. Statement | is true and Il is false

b. Statement Il is true and | is false.

c. Both the statements are true.

d. Both the statements are false.

Q 34.

&

Statement |: Co-partnership induces the employees
to contribute for the growth of the organisation.
Statement Il: The allotment of shares creates a
feeling of ownership in the employees.

Choose the correct option from the options given
below:

a. Statement | is true and Il is false.

b. Statement Il is true and | is false.

c Both the statements are true.

d. Both the statements are false.

Assertion & Reason Type Questions \

Directions (Q. Nos. 35-41): There are two statements marked
as Assertion (A) and Reason (R). Read the statements and choose
the appropriate option from the options glven below:

Q 35.

Q 36.

Q37.

Q 38.

Q 39.

Q40.

Q4L

a. Both Assertion (A) and Reason (R) are true and
Reason (R) is the carrect explanation of Assertian (A).

b. Both Assertion (A) and Reason (R) are true, but
Reasan (R) is not the correct explanation of
Assertion (A).

c Assertion (A) is true. but Reason (R) is false.

d. Assertion (A) is false. but Reason (R) Is true.

Assertion (A): Communication acts as basls of

coordination.

Reason (R): We must always clarify the idea befare

communication.

Assertion (A): Motivation means a process of

stimulating people to action to accomplish desired

goals.

Reason (R): Motivator refers to inner state or desire,

which activates, compels and directs the individual

to behave in the direction of achievement of goal.

Assertion (A): In single strand network, each person

communicate with another in a sequence.

Reason (R): In cluster network, any person can

communicate with anyone else randomly.

Assertion (A): Formal and informal communication

flow through officially prescribed channels of

communication.

Reason (R): Informal communication takes place

among the workers to exchange their views and to

satisfy their social needs.

Assertion (A):Leadership Is the process of influencing

the behaviour of people towards achievement of

organisational goal.

Reason (R): Autocratic leader exercises complete

control over the subordinates.

Assertlon (A): Co-partnership induces the

employees to contribute for the growth of the

organisation.

Reason (R): The allotment of shares creates a feeling

of ownership in the employees.

Assertion (A): Maney only satisfies the lower level

needs.

Reason (R): As money has the purchasing power,

it becomes very important incentive for every

individual.
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1
2
3.
4,
5.
6
7
B

10.
1

12
13.

14.
15.
16.
17.
18.
19.
20.
21
22
23.
24,
25.
26.
27
28.
29.
30.
3L
32
33.
34.
35.

36.
37
38.
39.

| Answers I
v

(a) directing

(d) All of these

(d) AllL of these

(b) career advancement oppartunity
(b) Individual autonomy

(b) Job Security

(

(

a) A-(iii). B-(1). C-(ii)

Soclal needs —» Esteem needs — Self-actuallsation
needs

(c) Affilation need

(c) A-(iii). B~(i). C(iv). D-(ii)

(c) Unsatisfied need — Tenslon — Drives —» Search
behaviour —» Satlsfied need — Reduction of tension

(d) Abraham Maslow

(a) Effective leadership is getting work done,

tasks completed on time and goals achieved at
minimum cost.

~(iil). B-(1). C-(iv). D-(i)
d) baslc physlological need

a

(a) A

(d)

(b) Free rein leadership style

(b) Leadership

(d) Al of the above

(c) Communication

(a) Informal communication

(c) free rein

(d) Reports

(b) encoding

(a) feedback

(a) infarmal

(a) Inverted vV

(d) Cluster

(c) Premature evaluation

(d) personal

(c) Psychologlcal barrler

(c) Both the statements are true.

(b) Statement Il is true and | Is false.

(a) Statement | Is true and Il Is false.

(c) Bath the statements are true.

(b) Both Assertion (A) and Reason (R) are true. but
Reasan (R) Is not the correct explanation of
Assertion (A)

¢) Assertion (A) Is true, but Reason (R

c) Assertion (A) is true, but Reason (R

d) Assertion (A) is false. but Reason (R) Is true.

b) Both Assertion (A) and Reason (R) are true. but
Reasan (R) Is not the correct explanation of
Assertion (A).

Is false.
is false.

— e —
s

40. (a) Bath Assertlon (A) and Reason (R) are true and

Reason (R) is the correct explanation of Assertion

(A)

41. (d) Assertion (A) is false. but Reasan (R) is true.

-' Case Study Based Questions

Case Study 1

d) Basic physiological needs -» Safety needs —» Read the extract given below and answer the questions on
the basis of the same:

Seema had been working as an assistant manager
with ‘Shanaya Enterprises’ for the last fifteen years.
She was very popular amongst her colleagues
because of her commitment and dedication
towards the work. When the manager senior (o her
retired, all her colleagues thought that now Seema
would be promoted. But to everyone's surprise, the
vacant post was filled by an outsider, Mrs Kavita.
Seema felt demoralised and her performance
started declining. She would abstain herself often
and could not meet her targets. She also felt lack of
motivation and took no initiative to communicate
with her boss, Mrs Kavita.
This thing became a matter gossip and discussion
among the employees who would discuss this issue
at canteen, parking, etc.
Mrs Kavita was a good leader, who would not only
instruct her subordinates but would also guide and
inspire them. She noticed Seema's behaviour and
felt that her performance could be improved. She
started involving Seema in decision-making issues
related to the organisation and made her a part of
high level joint management committee. Seema
was now punctual in office and her performance
started improving.
QL Identify the function of management being

performed by Mrs Kavita.

a. Planning b. Organlsing

c Directing d. Contraolling
Q 2. Name the element of the above function of

management which helped Mrs Kavita to

improve Seema's performance.

a. Motivation b. Supervision

c Communication d. None of these

Q 3. Which type of leadership style is mentioned in
the above paragraph?
a. Authoritative
c Laissez-faire

b. Democratic

d. None of these

Q 4. Which type of communication is referred in the
Unes: “This thing ....eceeueeeeenes parking, etc”
a. Formal b. Infarmal
c Both a.and b. d. Nane af these

A

L ]

L ]

L ANsSwWers r

1L (9 2. (a) 3. (b) 4. (b)
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Case Study 2

Read the extract given below and answer the questions on
the baslis of the same:

Param works as a manager in MNL Ltd. He has a
pensionable job but he does not feel belongingness
and acceptance in the organisation. He cannot vent
out his feelings with his colleagues.
Morcover, Mr Shyam who is his boss, sets the
targets for his subordinates without discussing it
with them and firmly instructs them that if task
is not completed within time, then strict action
will be taken against the defaulter. Morcover, no
inspiration was provided by him to his subordinates.
They did not feel enthusiastic as their suggestions
were never welcomed.
Q L Which need of Param is fulfilled by MNL Ltd.?

a. Physlologlcal need

b. Safety and Security need

c Baoth a. and b.

d. Affiliation and Belongingness
Q2. Which need of Param is not fulfilled by

MNL Ltd.?

a. Physlologlcal need

b. Affiliation and belongingness need

c Safety and security needs

d. None of the above
Q 3. Which type of leader is Mr Shyam?

a. Autocratic b. Democratic

c Laissez-faire d. None of these
Q 4. Which type of communication is referred in the

lines: "Moreover ............. defaulter.’

a. Formal b. Informal

c Bath a. and b. d. None of these

L

T -
1 Answers — °

1. () 2.(b) 3.(a) 4. (a)

Case Study 3

Read the extract given below and answer the questions on
the basis of the same:

Hary is working in R.H. Ltd. as a sales manager.
He handles a team of 20 salesmen. He directs
his immediate subordinates and is directed by
his immediate boss. The company has a policy
of granting leave as per the requirement of the
workers. Recently for Holi season, it received a
big order. Workers arc keen to take Holi holidays
while management is pressing hard for overtime.
This matter was placed before the HR Manager,
Aman. He is a good leader who takes decision only
after consulting his subordinates and work out the
policies after acceptance of the group. He changes
his incentive plans by payment of double wages for
working overtime and triple wages for working on
holidays. Workers without any pressure voluntarily
took limited holidays and were able to increase

their earning by working overtime and on holidays.

Aman also stated that who work effectively and

efficiently will be appreciated at the end of every

month as ‘the employee of the month'. All the
employees were happy and this leads to higher
output of production.

Q1. "He directs his immediate subordinates and is
directed by his immediate boss." Identify the
feature of directing.

a. Directing initiates action

b. Directing Is a continuous process

c. Directing flows from tap to battom

d. Directing takes place at every level of management

Q2. |dentify the type of needs being fulfilled by
R.H. Ltd. by appreciating its employees.

a. Physical needs b. Safety needs
c. Sacial needs d. Esteemn needs

Q 3. Aman motivates the employees to work more by

giving them.

a. Financlal incentlve

b. Non-financial incentive
. Physical safety

d. None of the above

Q 4. |dentify the type of leadership style adopted by
Aman.

a. Democratic style of leadership
b. Autocratic style of leadership
c. Free rein style of leadership

d. None of the above

{A ;

nswers |

1. (d) 2.(d) 3. (a) 4. (a)

Case Study 4

Read the extract given below and answer the questions on
the basis of the same:

Rajan is working in a Multi-National Company in
Delhi. He was running temperature for the last
many days. When his blood was tested, he was
found positive for malaria. He was admitted in the
hospital and a blood transfusion was advised by
the doctors as his condition was very serious. One
of his colleagues sent a text message to his superior
‘Mr B Chatterjee’. Mr B Chatterjee, immediately
sent a texl message [o the employees of the
organisation requesting them to donate blood for
Rajan. When the General Manager came to know
about it he ordered for fumigation in the company
premises and for cleaning the surroundings.
Q1. From the above case quote lines that indicate
formal and informal communication.
Ans. Formal communication takes place through
afficial channels in an organisation.
Lines that Indicate formal communication are:

“When the General Monager.......the surroundings.”
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Informal communication takes place without
following the formal lines of communication.
Lines that indicate informal communication are:
"One of his calleagues........for Rojan.”

Q2. State any two importance of communlcation.

Ans. Two Importance of communication are:

(1) Increases managerlal efficiency.

(1) Helps In smooth working of an enterprise.

Case Study 5

Read the extract given below and answer the questions on
the basis of the same:

G- TiP:

[

Mr Manish Sharma is a safety officer in a reputed
PSU, ECL. He supervises the workers towards
the predetermined goals of the organisation and
directs them how to deal with unsafe practices of
inundation, fire breakouts, etc. due to the existence
of inflammable gases etc. Once there was a huge
fire breakout in the underground mines and the
workers morale was down and demotivated because
of several risk hazards. Mr Manish observed the
wholc situation and consulted with all his workers
and constantly monitored, guided and inspired them
to integrate their efforts and accept the situation
as a challenge and take adequate safety measures.
Thereby, production turnover was oulstanding and
outperformed other subsidiaries. Mr Manish was
given ‘Outstanding Employee Award’.
QL Mr Manish consulted with all his workers,
he listened to their opinions, which farm of
leadership Mr Manish Is identified here?

Ans. Demaocratic style of leadership Is here:

In this style of leadership, the leader takes
decisions in consultation of subordinates and
decentralises authority.

Q 2. Under Maslow's Hierarchy Need Theory which
need of Mr Manish has been met through respect
and recognition among other employees?

Ans. Esteem needs of Mr. Manish has been met

carefully read the entire case study.

through respect and recognition among other
employees.

These needs Include the need for self-respect.
autonomy. status. recognition and attention.

n this type af questions, students shauld patiently and

Case Study 6
Read the extract given below and answer the questions on
the basis of the same:

Rishi was working in an enterprise on daily wages

basis. It was difficult for him to fulfil the basic

needs of his family. His daughter fell ill. He bad
no money for his daughter’s treatment. To meet
the expenses of her treatment, he participated in

a cycle race and won the prize money. The cycle

company offered him a permanent pensionable

job which he happily accepted.

Q 1L Byquoting the lines from the above para identify
the needs of Rishi that are satisfied by the offer
of cycle company.

Ans. Needs of Rishi that are satisfied by the offer
of cycle company are physiological needs and
safety or security needs.

‘The cycle company offered him o perrmanent
pensionable job.” (Quoted Lines)

Q 2. Also, explain two other needs of Rishi followed
by above that are still to be satisfied.

Ans. The other needs followed by the abave stated
needs that are still to be satisfied are:

(I) Affillation/Belangingness needs.
(i) Esteemn needs.

@ Very Short Answer Type Questions §

QL How does directing initiate action? State.
OR
Explain in one sentence how direction is an
executive function of management?

Ans. Directing Is an executlve functlon of
management as directing sets an arganisation
into motion, while ather functlions prepare a
setting for action.

Q2. At which level of management directing takes
place?

Ans. Directing takes place at all levels of management
wherever superior-subardinate relationship exdsts.

Q 3. Give the meaning of 'supervision’ as an element
of directing.

Ans. Supervision means instructing, gulding and
monitoring the subordinates to ensure that they
perform their jobs in accardance with the plan
and Instruction.

Q4. Name the term used in management which
stimulates people to take up work.

Ans. Motlvation stimulates people to take up work
voluntarily.

Q5. Why is motivation called a complex process?

Ans. Motivation is a complex process because any
particular type of mativation may not have
uniform effect on all members as individuals are
heterogeneous in their expectations, perceptions
and reactions.

b e e e e e e e e e e e e e e e —— e — — — —

Get More Learning Materials Here : i

@ www.studentbro.in



Q6.

Ans.

Q7.

Ans.

Q8.

Qo.

Ans.
Qlo.

Ans.

QlL

Ans.

Qla.
Ans.

Qla.

Ans.

Ql4.

Ans.

Q1s.

Ans.

Q 16.

QI

Ans.

“Motivation can be either positive or negative.
Comment.

Positive mativation provides positive revards. For
example, increase in pay. promotion. recognition, etc
Negative motivation uses negative means. For
example. punishment. stopping increment. etc.
How does an organisation satisfy ‘Esteem Needs’
of its employees? State.

Organlsation satlsfles 'Esteem Needs' of its
employees by giving |ob titles to the employees.
Reyaz industries provides free car, rent free home
and medical allowance to Kush (director of the
company). Name the incentive offered to Kush.

. Perquisites.

Every month, Creative Ltd. company displays
the name of the employee on the achievement
board who has performed the best. Name the
incentive indicated in the given case.
Employee Recognitlon Programmes.

What is meant by self-actualisation needs in
Maslow’s need hierarchy?

These are the needs of becoming what ane really
wants to become. It is the highest level of need In
the hierarchy. These needs include growth, self-
fulfillment and achievernent of goals.

Give any two characteristics of ‘Organisational
Climate' that influence the behaviour of
individuals and act as a non-financial incentive.
(i) Individual autonomy (i) Reward orientation.

List any two non-financial incentives.
(i) Status (i) Career advancement.

Name the term used in management for
influencing people to strive willingly for group
objectives.
Leadership.

Sara worked in a call center. Her team manager
did not wish to be contradicted and gave rewards
depending on the result. State one benefit of
the style of leadership being followed by Sara's
team manager.

Autocratic or Authoritarian Leader: This
leadership style is effective In getting productivity
in many sltuatlons.

Give the meaning of 'Laissez-Faire' style of
leadership.

In this style of leadership, there is complete
delegation of authority. So. subordinates are free
to take decisions.

State the element of directing which helps in
implementing the principle of ‘scalar-chain’?

. Communlcation.

Is it necessary in communication that the sender
and receiver of information should be face-to-
face with each other?

Na. it is not necessary. Sender and receiver may
communicate either through direct contact or
through indirect contact with each other.

Q18. Give one example of 'noise’ in the process of

communication.

Ans. Poaor telephone cannection.

Q19. Why does formal communication get delayed?
Ans. Formal communication get delayed as it has to

follow scalar-chaln of authorlty.

Q20. Name the type of barrier of communication

which refers to problems and obstructions in the
process of encoding and decoding of message
into words or impressions.

Ans. Semantic barriers.

‘, Short Answer Type-I Questions §

Q L “Directing is a delicate function.” Do you agree?

Ans.

Qe

Ans.

Q3.

Ans.

Yes, | agree with the given statement Human
beings are the most impartant companent of an
organisation and directing Is basically concerned
with getting things done through them. However, the
behaviour of human beings Is complex and highly
unpredictable. So. It Is rightly sald that directing is

a very delicate function as it deals exclusively with

human belngs.

Directing is an execution function of management.

Justify.

The following points justify the function of

Management

() Directing is an execution function of
management as directing sets an organisation
into motlon, while other functlons prepare a
setting for action.

(i) It helps management to supervise. exchange
information, pulde and encourage people at
work to perform in desired way for achieving
organisational alms and objectlves.

(iii) Through directing, other managerial functions
are Initlated and activated.

(i) State any three features of motivation.

(1) Identify the function of management which is
concerned with instructing, guiding, counselling,
motivating and leading people in the
organisation to achleve its objectives. Also,
state any two features of the identified function
of management. (CBSE2022, Term-2)

OR

Explain the following features of motivation:

() Motivation produces goal-directed behavlour.

(if) Mativation is a complex process.

(I) Features of Mativation: These are:

(a) Mativation Produces Goal-directed Behaviour:
Motivation induces employees behaviour
In such a manner so that they can achleve
their goals.

For example. if a person has strong desire to
get promoted, then he will work efficiently
to achieve this goal
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(b) Motivation can be either Positive or

Negative: Employees are motivated by
using both the methods positive or negative
motivation.
Positive motivation such as increase In
pay. promotion. recognition. etc. Negative
motivation such as threats. punishments,
stopping increments, etc

(c) Motivationis a Complex Process:Atechnique
of motivation may not have a uniform effect
on all the people. Some are motivated by
financial incentives. while others prefer
nan-financlal Incentives.

(i) Directing

The two features of directing are:

(a) Directing Initiates Actions: While other
functions prepare a setting for action,
directing initlates actlon in the organisation.
Thus, directing is an execution function.

(b) Directing Takes Place at Every Level of
Management: Every manager performs the
function of directing. Directing takes place
wherever superlar-subordinate relatlons
exist

Q4. How many types of motivation are there? Briefly

explain with the help of example. (NCERT)

Ans. There are two types of motivation:

() Positive Motlvation: Employees are maotivated
using positive methods such as Increase In pay.
promotion. recognition, etc.

(if) Negative Motivation: Employees are motivated
using negative means such as threats,
punishments. stopping increments, etc.

Q5. Mr Pawan Kumar, the CEO of an E-commerce

start up, which was facing the problem of huge
employee turnover, decided to hold a meeting
with the managers to discuss the issue. While
addressing the managers in the meeting, he
advised them to take certain measures which
focus on psychological, social and emotional
factors, in order to motivate employees. Explain
any two such measures discussed by him, when he
suggested that job should be made interesting so
that the job itself becomes a source of motivation,
employees should be congratulated for good
perfarmance, also, stability regarding future
income and work should be provided to employees,
in order to develop a positive attitude among the
subordinates. (CBSESQP 2022, Term-2)

Ans. Non-monetary Incentives.

These are:

(i) Job Enrichment: It is concerned with designing
jobs that Include greater varlety of work
content. require higher level of knowledge and
skill It gives more autonomy and responsibility

Q6.

Ans.

Q7.

to the workers and provide the opportunity
for personal growth and a meaningful work
experience.

(i) Employee Recognition Programmes: This
means acknowledging and appreclating an
employee on his work performance. This
satisfies the ego of the employee and he feels
motivated to his or her better performance.

(iii) Job Security: It provides stability to the
employees about the future Income and work
so that they do naot feel worried on these
aspects.

Explain the process of motivation with the help of

a diagram.

Process: An unsatisfled need of an individual

creates tenslon which stimulates his or her drives.

These drives generate a search behaviour to satisfy

such needs. If such need is satisfied. the individual is

relleved of tenslon.

| Unsatisfied Need |

Tension

Search Behaviour

;

l Satisfied Need I

|Reducti0n of Tension]

Process of Motivation

Example: Ramu is very hungry since he did not have
breakfast In the morning. By 1:00 p.m., he becomes
restless and started walking on the road in search
of a hotel for snacks or meals. After walking for

2 kms, he could find a hotel where Rotl and Dal

was available for ¥ 10. Since, he had only ¥ 15 In his

pocket, he paid ¥ 10 and had a satisfied meal. After
taking a meal. he felt that he had regained energy.

Huma is working in a company on a permanent

basls. As per the job agreement, she had to work

for 8 hours a day and was free to work overtime.

Huma worked overtime, due to which she fell

ill and had to take leave from her work. No one

showed concern and enquired about her health.

She realised that she was fulfilling only some of

her needs according to Maslow's Need Hierarchy

Theory while some other needs still remalned to
be fulfilled.

(i) By quoting the lines from the above para,
identify the needs of Huma which she is able
to fulfil.

(i1) Also explain two other needs of Huma followed
by the above needs, which still remained to be
satisfied.
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Ans.

Q8.

Ans.

Q9.

Ans.

Q10.

(1) The needs of Huma which she (s able to fulfil:

(a) Basic Physiological Needs: These are basic
needs which a person is required to satlsfy
in order to survive.

(b) Safety or Security Needs: These needs
are concerned with physical. sodal and
ecanomic security.

Lines Quoted: "Huma is working In a company
on @ permanent bosis and was free to waork
avertime.”

(i) Huma needs. which still remained ta be satisfed:

(a) Affiliation Need: These needs refers to
sense of affection. sense of belongingness,
acceptance and friendship.

(b) Esteem Need: These include the needs for
satisfaction and recognition which leads to
self-confidence and prestige.

State 'Job Enrichment’and 'Employee Participation
as non-financial incentives. How do they motivate
employees? (CBSE2019)
Job Enrichment: It (s concerned with deslgning obs
that include:

(i) greater variety of work content.

(i) require higher level of knowledge and skill

(1) provide opportunity for personal growth.
Job enrichment mativates an employee as it provides
oppartunities for future growth and development in
the organisation. It Increase an employee's chances
for promotion.
Employee Participation: It means physical and mental
involvement of employees In declslon-making process.
It provides them psychological satisfaction
State any three financial incentives other than
‘Pay and Allowances' to motivate employees.

(CBSE2018)

Three financial incentives are:

(i) Productivity Linked Wage Incentives: These
incentlve plans alm to improve productivity of
employees by paying higher wages to efficient
workers as compared to Inefficient workers.

(ii) Bonus: Bonus Is an incentive offered over and
above the wages/salary to the employees.

(iii) Profit Sharing: Providing a share in the profits

to the employee In the organlisation.

All these Incentlves motlvate employees to Improve
their performance.

Kunal joined as a shop level manager in the
production department of a textile company in the
year 2005. Because of his good work, he became
the Deputy Production Manager of the company
in the year 2010. He had status and prestige and
was well-respected by all in the company. On 1st
March, 2019, he was promoted as the General
Manager of the company. Kunal was very happy
on his promotion as now he had become what
he was capable of becoming. As a good manager,

Kunal decided to motivate his subordinates, after
understanding the Maslow’s need hierarchy theory
which is based on various assumptians, he realised
that people's behaviour Is based on their needs
and the manager can influence the behaviour of
his employees by satisfying their needs.

One of the assumptions of Maslow’s need hierarchy
theary is stated in the above paragraph. State the
other three assumptions of this theory.

. The assumptions of Maslow’s need hlerarchy theory

are:
(i) A person moves to the next higher level of the
hierarchy only when the lower need is satisfled.
(ii) People's needs are in hierarchical arder, starting
from basic needs to other higher level needs.
(iii) A satisfied need can no longer mativate a
person, only next higher level need can motivate
them.

Q11. GDFS Limited are the manufacturers of consumer

Ans.

Q1a.

Ans.

goods. The demand for their products was

continuously declining after the outbreak of

COVID-19. In spite of fall in demand, the company

assured its employees that no worker will be

retrenched from the job. Name the category
of incentive and the incentive offered to the
employees. Also explain any two mare incentives
of the same category. (CBSESQP 2022, Term-2)

Non-monetary Incentives: Job security.

(i) Status:it refers to ranking of positions. authority,
responsibllity.  recognition and  prestige
associated with a [ob in the organisation.
Psychological. soclal and esteem needs of an
individual are satisfied by status given to their
job.

(i) Organisational Climate: It refers to the
characteristics which describe an organisation
and distinguish one organisation from
the other. These characteristics Include
individual autonomy. reward orientation. open
communication. risk-tasking, etc.

Pramod was a supervisor at ‘Annapurna Aata’
factory. The factory was producing 200 quintals
of aata everyday. His job was to make sure that
the work went on smoothly and there was no
interruption in production. He was a good leader
who would give orders only after consulting his
subordinates and work-out the policies with the
acceptance of the group.

Identify and describe the leadership style being

adopted by Pramod.

As a supervisor of 'Annapurna Aata’ factory, Pramod

has adopted the ‘demacratic style’ of leadership or

group centered' leadership.

A democratic leader will develop action plans

and make decisions in consultation with his

subordinates.
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Q13.

Q4.

Ans.

Features af a democratic leader are:

(i) Democratic leader encourages. subordinates to
participate In decislon-making,

(i) He respects ather's opinions.

Yash has set up a small-scale manufacturing
unit for making different varieties of low cost
detergents. In order to market his product, he has
employed a team of five salesmen. Each salesman
has been assigned specific areas in the city. He
holds a meeting every month for determining the
objectives to achieve during the coming month.

A sales target is pre-determined for each month

which is mutually agreed by both Yash and his

sales team. If the salesmen succeeds in reaching
this target, a bonus is paid them along with the
monthly salary.

In the context of the above paragraph:

(i) Which style of leadership is adopted by Yash?
Explain by quoting lines from the para.

(ii)) Name the type of non-financial incentive
being offered to the salesmen by seeking their
involvement in deciding the monthly targets
of the firm.

(I} The 'democratic style' of leadership Is adopted

by Yash.
A democratic leader develops actlon plans
and makes declsions In consultation with his
subordinates. It is also called group centered
leadership. A democratic leader encourages
subordinates to participate in decision-making,
He supports subordinates ta perform thelr
duties and accomplish arganisational objectives.
Lines Quoted: °A soles target is pre-determined
for each month which is mutually agreed by
both Yash and his sales team.”

(i) Employee Participation: It is the type of non-
financial incentive that is being offered to
the salesmen by seeking their involvement in
deciding the monthly targets of the firm.

Define leadership as an element of directing.

Enumerate any two styles of leadership.

(CBSE SQP 2022, Term-2)

Meaning of Leadership: It s the process of

influencing the behaviour of people towards

achlevement of organlsational goals.

Styles of Leadershlip: The styles of leadership are as

follows:

(1) Autocratic or Authoritative Style of Leadership:
In this style of leadership. the leader exerdses
complete control over the subordinates and
centralises all powers within himself.

Leader

Orders

® ® 0

Subordinates

(i) Democratic or Participative Style of Leadership:
In this style of leadership, the leader takes
declslons In consultation of subordinates and
decentralises authority.

Q15. In an organisation, one of the departmental

manager is inflexible and once he takes a decision
he does not like to be contradicted. As a result,
employees always feel they are under stress and
they take least initiative and fear to express their
opinions and problems before the manager. What
is the problem in the way authority is being used
by the manager?

Ans. The departmental manager Is acting Uke an

autocratic leader. An autocratic leader centralises
power in himself and takes all decislons without
consulting the subordinates. In the glven case.
employees have to act according to the command
glven by the manager. even If they feel that it Is
inappropriate and does not allow them to put
forward constructive suggestians.

To overcome this problem. manager must try to
adopt democratic leadership. wherein employees
are encouraged to particlpate In the declslon-making
and give suggestions In setting goals. A democratic
leader gives the freedom of thinking and expression
to his subordinates.

Q 16. Name the type of formal communication in which

two department heads communicate with each
other. Give any two reasons why this type of
communication is required?

Ans. It happens In case of 'Horizontal Communication.

This type of communication is required:
(i) To coordinate different activities of two or more
departments.
(I) To resolve thelr Inter-related problems.

Q17. In M/s Paramount Pvt. Ltd., there Is no restriction

on flow of communication and each and every

employee is free to approach any one for minor

queries and problems. Although this flow of

communication is fast, but it has led to leakage of

confidential information.

(i) Which network of formal communication is
used by the company?
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(ii) Mention a suitable network, which can be used
by the company to protect the confidential
information?

Ans. (i) Formal communication network used by the
company is Free flow netwaork.
In this network, each person can communicate
with others freely. The flow of communication
is fast in this network.
(I} In the given case, company may use wheel
network to protect the confidential Information.
In wheel network, all subordinates under one
superlor communicate through him only as he
acts as a hub of the wheel The subordinates
are not allowed to talk among themselves.
®
© ® ©
Q16. Distinguish between Downward Communication
and Upward Communication.
Ans. Differences between downward communication
and upward communication are:
S.No Basis of Downward Upward
" | Difference Communication Communication
(1) | Flow It flows from It flows from
higher levels to lower levels to
lower levels. higher levels.
(i) | Purpose It aims to issue It aims to
orders and communicate
instructions to progress report.
subaordinates. suggestions.
grievances. etc
to the superiors.
() | Speed The speed of The speed
downward of upward
communication [s | communication
very fast Is comparatively
slow.
Q 19. Rakesh Is working under his superior Neeraj.

He always communicates useful ideas and
suggestions to his superior regarding reduction
of cost, improvement in the product, etc. Rakesh

Ans.

found that implementation of his suggestions
have always given favourable results, but he never
gets appreciated by Neeraj for his suggestions.
Now Rakesh decided not to communicate
any suggestion or idea to Neeraj. Identify the
factor which acts as a communication barrier.
Explain three other factors of the same group of
communication barrier.
The barrier in the above case is ‘Lack of incentive'
which Is a part of 'Personal barriers’
The other three factors are:

(i) Fear of challenge to autharity.

(i) Unwillingness to communicate.

(iii) Lack of confidence of superior in the ability of

the subordinates.

“, Short Answer Type-Il Questions N

QL Explain the features of directing.

Q2

OR
Explain the following features of directing.
(i) Directing initiates action
(ii) Directing Is a continuous process
(CBSE 5QP 2023-24)
OR

Explain the following features of directing:

(i) Directing initiates action

(ii) Directing takes place at every Llevel of
management (CBSE2023)

. Features of directing are:

(i) DirectingInitiates Actions: While other functions
prepare a setting for actlon, directing Initlates
action in the organisation. Thus. directing is an
execution function.

(Il) Directing Takes Place at Every Level of
Management: Every manager performs the
function of directing,

Directing takes place wherever superior-
subordinate relatlons exist

(iii) Directing is a Continuous Process: It takes
place throughout the life of the organisation
irrespective of people occupying managerial
positions.

So. managers may change but directing process
cantinues.

(iv) Directing Flows from Top to Bottom: Directing
is Initiated at top level and flows to the bottom
through organisational hierarchy.

Every manager directs his immedlate
subordinate and subordinates takes instructions
from his/her immediate boss.

Anurag has joined as a supervisor in a hospital.

He realises that the support staff workers are not

working up to thelr full potential Due to a constant

conflict with the management on wages, they have
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developed an indifferent attitude towards it. The

workers have become lazy and tend to avoid work.

Moreover, there are a few internal differences

amongst the workers. In arder to motivate them, he

starts giving them praise and encouragement as a

result of which the workers slowly start showing

improvements in their work performance.

In the context of the above Para:

(i) Define the term ‘supervision'.

(ii) What are the challenges that Anurag is facing
as a supervisor? Outline the role he needs to
play in overcoming them.

Ans. (i) Supervision: The term ‘supervision' consists
of two words fe. 'super’ which means 'over
and above' and ‘vision' which means ‘the art
of seeing. So, supervision means over-seeing
what is being done by subordinates and giving
instructions to ensure optimum utilsation of
resources and achlevement of work targets.

(i) Anurag's role as a supervisor Is very critical
because:

(a) As alink between warkers and management.
he has towork towards resolving the canflicts
between the management and the workers.
He should convey the management's ideas
to the workers on one hand and workers'
problems to the management on the other.

(b) He should strive to malntain harmony
among the workers by helping to clear out
the internal differences among them.

(c) He has to ensure that the performance
of work in the hospital is accarding to
the targets set He has to assume the
responsibility for task achlevement and
motivate his warkers effectively.

Q 3. State the two merits and two limitations each of
Maslow’s Need Hierarchy Theory.
Ans. Merits of Maslow's Need Hierarchy Theory:
The merits of Maslow's Need Hierarchy Theory are:
(i) It helps managers to realise the fact that the
need level of employees should be Identified to
motivate them.

(1) Itis conclse. simple and infarmative.

Limitations of Maslow's Need Hierarchy Theory:
The Umitations of Maslow’'s Need Hierarchy Theary
are:

(I) The needs may not always follow the hierarchy
as glven by Maslow. For example. a person may
want to satisfy self-actualisation needs even
befare satisfying safety needs.

() A person may seek to satlsfy several needs at
the same time.

Q4. Explain the following leadership styles:
(i) Autocratic leadership
(ii) Laissez-Faire leadership

(CBSESQP 2023-24)

Ans. The leadership styles are:
(i) Autocratic or Authoritative Style of Leadership:
In this style of leadership. the leader exercises
complete control over the subordinates and
centralises all powers in himself.
Leader

QOrders

® ® 0O

Subardinates

(i) Laissez-Faire or Free Rein Style of Leadership:
In this style of leadership, there Is complete
delegation of authority, so subordinates are free
to take decisions.

@ Leader

Q5. Identify and state the various elements of
communication highlighted in the following
cases:

(i) Department A’ has sent an encoded message
to department ‘B’ through internet. What is the
role of internet here?

(ii) Madhur is making gestures so that he can send
a message to Ranbhir. What Is Madhur doing
here?

(iii) Ranbhir is trying to understand the message
sent by Madhur by reading his gestures. What
is Ranbhir doing here?

(iv) Kamesh picks up his phone and finds a message
on it. He reads the message carefully. What Is
the role of Kamesh here? (CBSESQP 2023-24)

Ans. The various elements of communication highlighted

In glven cases are:

(i) Medla: It Is the path through which encoded
message Is transmitted to recelver. The channel
may be in written form. face-to-face. phone, call
internet. etc.

(ii) Encoding: It is the process of converting the
message into communication symbols such as
words, plctures, gestures, etc.

convert Communication Symbols

Message .
encoding  (words. pictures, gestures, etc)

(1) Decoding: It Is the process of canverting encoded
symbols of the sender.

(iv) Receiver: The person wha receives the message
or for whom the message is meant for.
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[ Students should provide examples of each needs aof

Q6. At present, apart from the basic pay and
allowances as a part of compensation, the
employees and employers contribute 12% of
basic wages each towards Employees Provident
Fund scheme and Employees Pension Fund
scheme. A proposal to reduce the contribution by
employers and employees to 10% of basic pay and
dearness allowance was listed on the agenda for
a recent meeting of Employees Provident Fund
Organisation held. The stakeholders expressed
their reservations about it and they feel that it
should be continued at 12%. Explain any two
needs as suggested by Maslow's Need Hierarchy
Theory, which will not be satisfied by the incentives
discussed above. (CBSE2018)

Ans. The following needs given as per Maslow's Need
Hierarchy Theory will not be satisfied by the two
Incentives:

(1) Affiliation/Belongingness  Needs:  These
needs refer to sense of affection. sense of
belongingness. acceptance and friendship.
Example: Cordlal relations with colleagues.

(i) Esteem Needs: These include the needs. the
satisfaction of which leads to self-confidence

and prestige.
Example: Job title.

motivation hierarchy.

Q7. After completing his bachelor's in computer
science, Abhijeet joined an IT consultancy firm.
He observed there that the senlor management
more often communicated failures than successes.
They rarely shared any good news related to the
growth of the firm or gave any recognition to their
employees for their extraordinary contributions
towards the firm. As a result, Abhijeet never
felt encouraged enough to work up to his full
potential and started exploring other avenues for
employment.

In the context of the above paragraph:

(i) Identify and explain the element of directing
in the absence of which the employees don't
feel encouraged to work.

(ii) State the importance of this element as
identified in polint () by giving any two suitable
points.

Ans. (i) The element of directing in the absence of which

the employees don't feel encouraged to work is
‘motivation’
Mativation|s the pracess of making subordinates
to act In the deslred manner to achleve certaln
organisational goals. Motlvation depends upan
satisfying needs of people.

(i) The importance of maotivation is described
below:

(2) Improves Performance: Motivation helps
to Improve the performance levels of
employees as well as the arganisatian.
Motivation helps to achieve higher levels
of performance as motivated employees
contribute their maximum efforts for the
fulfilment of arganisational goals.

(b) Reduces Employee Turnover: Motivation
helps to reduce employee turnover and
thereby saves the cost of new recruitment
and training If managers identify the
motivational needs of employees and
provide suitable incentives, employees may
nat think of leaving the arganisation.

Q 8. Rahim was working in an enterprise on a daily
wages basis. It was difficult for him to fulfil the
basic needs of his family. His daughter fell ill. He
had no money for his daughter’s treatment. To meet
the expenses of her treatment, he participated in
a cycle race and wan the prize money. The cycle
company offered him a permanent pensionable
Job which he happily accepted.

(i) Identify the needs of Rahim that are satisfied by
the offer of the cycle company.

(i) Also, explain two other needs of Rahim that are
still to be satisfied.

Ans. (i) The physiological needs and safety needs of
Rahim are being satisfied by the offer of the
company.

(i) The other needs of Rahim followed by the
physiological need and safety needs that are
still needed to be satisfied are as follows:

(a) Affillation/Belongingness Needs: These
needs refers to sense of affection, sense of
belongingness. acceptance and friendship.
Example: Cordlal relation with colleagues.
presence of Informal organisation. etc.

(b) Esteem Needs: These Include the needs,
satisfaction of which leads to self-confidence
and prestige.

Example: Job title. recognition. etc.

Q9. Priyank works as a banquet manager in a hotel.
He feels highly motivated at his job because
the work that is assigned to him frequently
involves variety of challenges. He is given more
autonomy and responsibility and provided with
ample opportunities for personal growth and a
meaningful work experience.

In the context of the above paragraph:

(i) Define the term ‘motivation’

(if) What are the measures used to motivate the
employees to improve performance known as?
Glve its classification.

(iii) Identify the type of non-financlal incentive
being offered to Priyank.
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Ans.

Q1lo.

QIL

(1) Motivation: It Is the process of making
subordinates act in desired manners to achieve
certain organisational goals.

(1) The measures used to motivate the employees
to improve performance are known as
‘Incentives.

These incentives may be broadly classified as:

(a) Financlal Incentives: Financlal Incentives
refers to incentives which are in direct
monetary form or measurable in monetary
term and serve to motivate employees for
better performance.

(b) Non-financial Incentives: Non-financial
incentives are basically non-manetary
measures that provide psychological social
and emotlonal fulfilment of needs.

(iii) Job Enrichment' is the type of non-financial
incentive being offered to Privank.

Alfa Ltd. was dealing in renewable energy services.
To get the business, the team leader and his
team used to travel to different states to give
presentations to the clients. As per the policy of
the company, the team leader used to travel by
air whereas his team travelled by road/train. It
was not only time-consuming but also forced the
female team member to travel alone at times.

As a result, the subordinates were not acting in
a desired manner to achieve the organisational
goals. The CEO of the company came to known
about it. He called the team leader, discussed the
matter with him and decided to change the travel
policy of the company. It was decided that in future,
all the members including the leader would travel
together and usefully utilise the travelling time in
discussion about the presentation to be given to
the clients. This made a positive impact and every
member of the team started acting in a manner as
desired by the team leader.

(i) Identify the element of directing which has
been used in order to deal with the situation
effectively.

(ii) State the features of the element of the
function of management used by the CEO.

(I) 'Motivation' is the element of directing being
referred.

(i) Three features of 'Motivation' are explained
below:

(a) Motlvationproducesgoal-directedbehaviour.

(b) Motivation can be either positive or negative.

(c) Mativation is an internal feeling,
Ram Murthy, the CEO of 'Goodcare Hospitals’, a
leading chain of hospitals, decided to reward
the good work of the doctors of his organisation.
For this, he instituted two running trophies. A
‘Healthcare Achievers Trophy' to acknowledge
and appreciate the tireless efforts of the doctors
who rendered selfless services to the patients

Ans.

Ql2.

Ans.

and another 'Beti Bachao Trophy' to recognise the

outstanding wark done by the doctors in saving

the girl child.

The CEO also wanted to improve the health

services in rural areas all over the country. He

decided that all doctors must work in rural areas
faor at least six months. He also decided that the
paramedical staff should be employed locally.

(1) Identify the incentive provided by ‘Goodcare
Hospitals' to its doctors through running
trophies.

(ii) Which need of the doctors will be satisfied
through the incentive identified in point (i)?
State.

(I) Incentlve provided by ‘Goodcare Hospitals' to Its
doctors is:

Employee Recognition Programmes:
Recognition means acknowledgement of an
employee's effort with a show of appreclation.
Employees feel motivated when recognition is
glven to them.

Example: Congratulating the employees
for good performance. installing award or
certificate for best perfarmance. etc

(ii) ‘Esteern needs' of the doctors will be satisfied

through the Incentives Identified (Employee
Recognition Programmes).
These include factors such as self-respect.
status, recognition, etc. when these needs
are fulfilled. it enhances self-confidence and
prestige of the employees. These needs rank
high In Maslow's Need Hierarchy Theary.

Sadaf is the Chief Executive Officer of a reputed

company. She introduced appropriate skill

development programmes and a sound promotion
policy for the employees of her company. To
motivate and retain the best talent in the
company, she designed the jobs of the managers
to include greater variety of work content. Identify
and explain the two incentives introduced by
Sadaf to motivate the employees of her company.
(CBSE2017)

Two incentives introduced by Sadaf to motivate the

employees of her company are:

(i) Career Advancement Opportunity: Organisation
should provide oppartunity to its employees to
improve their skills and promoted to higher
level |obs. As these opportunities helps an
employee to gain promotion, so employees feel
motivated to give higher perfarmance.

(i) Employee Empowerment: It involves gjving
more freedom and powers to subordinates.
Autonomy and power to subordinates, make
sense to feel Impartant for the organisation and
they contribute positively to the organisational
perfarmance.
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Q 13. Sonalika Ltd. offers to its employees to issue shares
at a price which is less than the market price.
(i) Name and explain the type of incentive
offered to the employees.
(ii) Explain one more incentive of the same
category.
Ans. (i) The incentive is ‘Co-partnership/Stock option'

(a) Under this scheme. employees are glven an
option to purchase shares of the company at
a price less than market price.

(b) The allotment of shares creates a feeling of
ownership in the employees and it includes
them to contribute for the growth of the
organisation.

(i) One more incentive of the same category is
‘Banus’.

(a) Bonus Is an incentive offered over and above
the wages/salary to the employees.

(b) For example. bonus pald for achieving the
target production.

Q 14. Differentiate between Financial and Non-financlal
incentives.

Ans. The differences between Financial and Non-financial
incentives are:

The focus of a

a leader Is manager Is on

on fulfilling achleving the
aspirations and |organisational goals.
expectations of
his followers.

(ii) | Focus The focus of

(i) | Authority | A leader enjoys [A manager have
acceptance formal authority to
authoriby. influence behaviour
of the employees.

(iv) | Functions | Leader Manager performs
performs only  [all functions of an
one functlon Le. |organisation, l.e.
directing, planning organising,
directing. controlling.

5.No Basis of Financial Non-financial
" | Difference Incentives Incentives
Meaning Financial Non-financial

incentives refer incentives refer
to rewards which | to Incentlves
can be calculated | which cannat

in terms of be measured in

maoney. terms of money.

(ii) Suitabllity | They are more They are mare
effective in case | effective in case
of lower level af higher level
employees. employees.

(iii) | Satisfaction | They satisfy lower | They satisfy

of needs level needs. higher level
needs.

(iv) |Examples |Baonus. profit Status. job
sharing, enrichment,
perquisites. etc. career

advancement
opportunity. etc.

Qls.
Ans. The differences between Leader and Manager are:

Differentiate between Leader and Manager.

S.No.

Basis of
Difference

Leader

Manager

I
|
|
|
|
|
|
|
|
|
|
|
|
I
|
|
I (0)
|
I
|
I
I
|
|
|
|
|
|
|
|
|
|
|
|

() | Existence | A leader can A manager exists

be found in anly in a formal
both formal arganisation
and informal structure.
organisation

structure.

Q 16. Identify and state any three features of the process
of influencing people so that they strive willingly
and enthusiastically towards the achievement of
group goals. (CBSE 2023)

Ans. Leadership may be defined as the process of
influencing the behaviour of peaple by making them
strive voluntarily towards the achlevement of goals.
The three features of leadership are:

(i) Leadership is an ability of an individual to
influence the behaviour of other employees in
the organisation to achleve a common goal

(Il) It Is an Interpersonal process between the leader
and the followers,

(iii) It Is 3 group process that involves two or more
people together Interacting with each other.

Q17. The process of stimulating people to action to
accomplish desired goals is based on certain
assumptions. State four such assumptions.

(CBSE 2023)

Ans. Mativation Is the process of stimulating people
to action to accomplsh desired goals Is based on
certain assumptions.

Assumptions of Mativation

Assumptions of Motivation are:

(i) Motivation is commonly assumed to be a desired
phenomenon.

(i) Motivation is just one af the several factors that
goes into a person's performance. the others
belng ablility. authority. resources and physical
waorking conditions.

(iii) Managers and researchers alike assume that
motlvation Is In short supply and In need of
periodic replenishment.

(v) Motivation is a tool with which managers can
arrange job relatlonships in organisations.

Q 18. Umang Gupta Is the Managing Director of Denver
Ltd. The company had established a good name
for itself and had been doing well. It was known
for timely completion of orders. The Production
Manager, Ms Kanta was efficiently handling
the processing of orders and had a team of
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Ans.

fourteen motivated employees working under
her. Everything was going on well. Unfartunately,
she met with an accident. Umang knew that in
the absence of Ms Kanta, the company may not
be able to meet the deadlines. He also knew that
not meeting the deadlines may lead to customer
dissatisfaction with the risk of loss of business and
goodwill. So, he had a meeting with his employees
in which accurate and speedy processing of orders
was planned. Everybody agreed to work as team
because the behaviour of Umang Gupta was positive
towards the employees of the organisation. Hence,
everyone put in extra time and efforts and the
targets were met on time.

Not only this, Umang visited Ms Kanta and advised

her to take sufficient rest.

(i) Identify and briefly explain the leadership style
of Umang Gupta and draw a diagram depicting
the style.

(ii) Give two differences between democratic
leader and autocratic leader.

(i) ‘Democratic’ leadership style is being followed

by Umang Gupta.

A democratic leader will develop actlon plans
and makes decisions in consultation with his
subordinates. It Is also called group centered
leadership. A democratic leader encourages
subardinates to participate in decision-making,
He respects other’s opinions.

Itls based on the assumption that people perform
best if they have set their own objectives.

®

O—>@+— 0

I

©

A is the Leader in Group-centered Leadership
(i) The differences between Democratic Leader
and Autocratic Leader are:

No.

Autocratic
Leader

Basis of Demaocratic
Difference Leader

(a)

Delegation | Leader delegates | There Is no
of Authority | authority to some | delegation  of

extent. authaority.
Decision- Leader takes time | Decislon-making
making to take a declslon | is quick as the

as he consults his | leader does not
subordinates. consults his
subardinates.

Q19.

In an organisation, all the employees take
things easy and are free to approach anyone for
minor queries and problems. This has resulted in

Ans.

Q 20.

Ans.

everyone talking to each other and thus resulting
in inefficiency in the office. it has also resulted in
loss of secrecy and confidential information being
leaked out.What system do you think the manager
should adopt to improve communication?

In the given sltuation. Informal communication is
being followed in the organisation.

To Improve the sltuation. formal system of

communication should be followed as it fetches

certain benefits like:

(i) It ensures orderly flow of information.

(ii) 1t helps in fixing responsibility as source of
information can be located.

(iii) 1t helps in maintaining authority relationship in
the organisation.

(lv) Itfaclltates control over the work performance
of different employees.

Mohan and Sohan are friends working in Surya

Ltd. as Production Manager and Sales Manager

respectively. In an interdepartmental meeting,

Sohan infarmed Mohan about a change in the

marketing policy of the company.

(I) Identify the type of communication used in the
above example.
(if) Name and explain any two netwarks of the

type of communication identified in point (i).

(i) Formal communication is being used in the
above example. It is the official communication
taking place In an arganisation.

(i) Two types af network that can be used In formal
communication are explained below:

(a) Circular:  In  drcular  network.  the
communicatlon moves in a clrcle. Each
person can communicate with two
persons adjoining him. In this network
communication flow is slow.

(b) Free Flow: In this network, each person can
communicate with others freely. The flow of
communication Is fast In this network

Circular Free Flow

Q2. How many types of formal communication are

there? Briefly explain with the help of examples.
OR

Explain the following types of formal

communication.

(i) Upward communication

(ii)) Downward communication
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Ans. There are two types of formal communication:
(i) Horizontal/Lateral Communication: [t flows
from different departments at the same level
It alms to resolve thelr inter-related problems.

Sender —_— Receiver

For example, a production manager may
contact marketing manager to discuss about
schedule of product delivery, product design.
quality, etc.

Schedule
of product

delive :
Production cornp\ialrrYts Marketing

Manager abaout Manager
product
quality, etc.

(i) Vertical Communication: It flows vertically
ie. upwards or downwards through formal
channels, thereby following the principle of
scalar chain.

(a) Upward Communication: It flows from
lower levels to higher levels. It aims to
communicate pragress repart, suggestions,
grievances. etc. to the superiors. The speed
of upward communication is comparatively
slow.

Receiver

Sender

Example: Application for grant of leave.

(b) Downward Communication: ft flows from
higher levels to lower levels. It aims to issue
orders and instructions to subordinates. The
speed of thls communlcation Is very fast

Sender

Receiver

Example: Sending notice to employees to
attend a meeting,

Q 22. The barriers to effective communication exist in
all organisations to a greater or less degree. State
any four measures to overcome these barriers.

OR

Managers in 'Galaxy Enterprises’ faced lot of
issues due to barriers in communication leading
to creation of an environment of distrust and
misunderstanding.

Suggest any four measures to improve
communication effectiveness in ‘Galaxy Enterprises.
(CBSE2023)

G-TiP:

Ans. Measures to overcome communication barriers are:
(i) Consult others before Communicating:
Consulting the  subordinates before
communicating the message helps to gain their

ready acceptance and willing cooperation.

(i) Be Aware of Language, Tone and Content of
Message: The language should be clear, simple
and easily understandable. Similarly. the tone
and content of the message should not provide
any harm to the sentiments of Usteners rather
it should stimulate them to give response.

(il) Convey Things of Help and Value to Listeners:
It is always better to know the needs and
Interests of the Usteners before communicating
the message.

(iv) Ensure Proper Feedback: Proper feedback
helps in improving the communication process.
The sender should ask questions regarding the
message conveyed and the receiver should be
encouraged to respond to communication.

Sometimes students write about barriers instead of
measures to overcome them. To avoid this confusion,
students should learn various barriers along with the
measures to overcome that particular barriers.

Q 23. State any four barriers to communication which
are concemed with problems and obstructions in
the process of encoding and decoding the message
into words or impressions. (CBSESQP 2022-23)

OR
State any four semantic barriers of communication.
(CBSE2023)

Ans. The semantic barriers are :
(i) Faulty Translation: Sometimes the

communications ariglnally drafted In one
language need to be translated to the language
understandable to workers. If the translator Is
not proficient with both the languages. it may act
as barrier in communication.

(i1) Unclarified Assumption: Some communlcations
may have certain assumptions which are subject
to different interpretations. If the sender does
not clarify assumptions related to message.
then recelver may have different assumptions.

(iii) Technical Jargon: It is basically found
that specialists use technical |argon while
explaining to persans who are not speclalists
in the concerned field. Therefare. they may not
understand the actual meaning of many such
words.

(iv) Body Language and Gesture Decading: If there
is no match between what is sald and what is
expressed in body movements, communications
may be wrongly percelved and lstener may get
confused and misunderstand the meaning.
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Q 24.

Q2s.

Ans.

State any four barriers to communication which

are related to authority relationship, rules and

regulations of the company. (CBSESQP 2022-23)
OR

State any four organisational barriers of

communication. (CBSE 2023)

. The arganisatlonal barrlers are :

(i) Organisational Policy: If the organisational
policy Is not supportive to the free flow of
communication. then it may hamper the
communication process.

(i) Rules and Regulations: Rigid rules and
cumbersome procedures may be a hurdle to
communication.

(iii) Status: Status of superlor may create
psychological distance between him and his
subordinate.

(iv) Complexity In Organisation Structure: In
an organisation where there is a number
of managerial levels. communication gets
delayed and distorted as number of filtering
points are more.

In Saarthak Steel several initlatives have been

taken to further improve the motivation levels of

employees through designing jobs that include
greater variety of work content, providing certain
stability about future income and work, providing
fringe benefits like housing, medical ald, etc.,
allotment of shares in line with various incentives.
Identify and briefly explain the incentives being
given by the organisation to the employees.
(CBSESQP 2022-23)
OR

Mahamana Enterprises is not only giving salary

to its employees but it also offers bonus to them

over and above the salary. To further encourage

the employees, it announced that it will provide a

share in the profits of the company to them. These

incentives are helpful in increasing the purchasing
power of the employees.

State four other incentives of the type of incentive

discussed in the above para. (CBSE 2023)

Incentives being given by the organisation to the

employees are:

(i) Job Enrichment: It Is concerned with designing
Jobs that Include greater variety of work
content require higher level of knowledge and
skill It gives more autonomy and responsibility
to the workers and provide the opportunity
for personal growth and a meaningful work
experience.

(i) Job Security: It provides stability to the
employees about the future income and wark,
so that they do not feel worried on these
aspects.

(lii) Perquisites: This Include fringe benefits Uke
allowance, housing, medical care and education
to children, etc.

Q26.

Ans.

Qar.

Ans.

Q28.

Ans.

Q 29.

Ans.

(iv) Co-partnership/Stock Option: This means
employees are gjven an option to purchase
shares of the company at a price less than
market price.

State the assumptions of Maslow's Need Hierarchy

Theory of motivation. (CBSE2023)

Assumptions of Maslow's Need Hlerarchy Theary of

motivation are:

(i) When the lower need is satisfied. a person moves
to the next higher level need.

(i) Human needs form an hlerarchy starting from
basic needs to higher level needs.

(i) Human behaviour is based on needs. Such
satisfaction Influences behavlour.

State any four psychological barriers of

communication. (CBSE2023)

The four psychological barriers of communication

are:

(i) Premature Evaluation: Some people have
tendency to form a judgement before lstening
to the entire message. They do not try to
comprehend the meaning of the waord. This
premature evaluation leads to cammunlcation
barriers.

(ii) Lack of Attention: The pre-occupied mind of
recelver and the resultant non-listening of
message act as a major psychologlcal barrler.

(iii) Loss by Transmission: It means that whenever
vital information is exchanged. its credibility is
somewhat reduced. This type of psychological
barrier acts as a hindrance in the communicatian
process.

(lv) Distrust: An essentlal tralt of people with
psychological barriers is that they distrust
almost every person that they come In contact
with.

Explain the following measures to overcome

barriers of communication:

(i) Ensure proper feedback

(ii) Consult other before communicating

(1) Ensure Proper Feedback: Proper feedback helps
in improving the communication process. The
sender should ask questions regarding the
message conveyed and the receiver should be
encouraged to respond to communication.

(1) Consult others before communicating: Consulting
the subordinates before communicating the
message helps to gain their ready acceptance
and willng cooperatian.

Explain the following motivational needs:

(i) Basic physiological needs

(ii) Safety needs

(i) Basic Physiological Needs: Physiological needs
are essential needs. It is necessary for human
survival and include the need for food. alr, water,
shelter. clothing sleep. etc.
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(i) safety or Security Needs: These needs provide
security and protection from physical and
emotional harm. Motlvators Uke benefits of
penslon plans, job securlty. stability of Income.
etc. help to satlsfy these needs.

) Long Answer Type Questions N

Q 1. Roshan is the chief chef of ‘Khidmat Restaurant’

located in the city of Bengaluru. The place is
known for its exquisite Mughlai Cuisine especlally
mutton biryani and kababs. All the food is prepared
under Roshan's purview. The various activities
in the kitchen are initiated in accordance to his
instructions. He is very clear and specific in issuing
instructions to his subordinates in order to ensure
smooth working of the department. He personally
oversees the method followed by the chefs for
preparation of each dish. He misses no opportunity
to pralse his subordinates for their good work. All
his team members feel very happy and satisfied
under his direction. He provides constant guidance
to them in order to improve upon its taste and
presentation and also encourages them to innovate
and be more creative in their wark.

In the context of the above paragraph:

(i) Identify the various elements of directing
mentioned in the above paragraph by quoting
lines from the paragraph.

(ii) Describe briefly any two points to highlight
the importance of directing as a function of
management.

Ans. (i) The various elements of directing mentioned in

the above paragraph are:

(a) Communication:

Lines Quoted: "He Is very clear and specific in
[ssulng instructions to his subordinates In arder
to ensure smooth working of the department.”

(b) Supervision:

Lines Quoted: "He personally oversees the
method followed by the chefs for preparation
of each dish."

(c) Leadership:

Lines Quoted: "He provides constant
guidonce to them in order to improve upon its
taste and presentation and also encourages
thern to innovate and be more creative in
their warl”

(d) Motivation:

Lines Quoted: "He misses no opportunity to

praise his subordinates for their good work."

(I) The importance of directing as a function of
management is described below:

(a) Initiates Action: Directing helps to Initiate
actions of the emplayees of the organlsation
towards attainment of desired abjectives.Itis
the first execution function of management.

Q2.

Ans.

Example: If superior directs his subordinates
and clarifies his doubts, it will help to initiate
actlon by subordinate which will help him to
achieve targets effectively and efficiently.
(b) Integrates Employee's Efforts: Directing
integrates employee's efforts in the
organisation in such a way that every
individual effort contributes to achieverment
of organisational goal
Example: A manager with good leadership
abilities is able to convince the employees
that individual effarts and team splirit will
lead to achievement to arganisational goals.
Atuliya has started his own consultancy firm
under the name 'Happy Go Lucky’ after working
for five years in a company as a wedding planner.
Considering the fact that he is into a labour
intensive business and motivation is a complex
process, Atuliya wants to offer such rewards and
benefits that will help to fulfil the various needs of
the employees and will inspire them to glve their
best to the organisation.
In the context of the above paragraph:
(i) Why is motivation considered to be a complex
process?

(ii) Name the various types of needs that exist in
a hierarchy within every human being. Also,
suggest the suitable incentives for each of
these that Atuliya may offer to his employees.

(I) Mativation is a complex process because any
particular type of motivation may not have
uniform effect on all members as Individuals
are heterogeneous in their expectations,
perceptions and reactions.

(i) The various types of needs that exist in a
hierarchy within every human belng are stated
below:

(a) Baslc Physiological Needs: Physiological
needs are essential needs. It is necessary
for human survival and include the need for
food. air. water. shelter. clothing. sleep. etc

(b) Safety or Security Needs: These needs
provide security and protection from
physical and emational harm. Maotivators
like benefits of pension plans. job security.
stablility of income, etc. help to satisfy these
needs.

(c) Soclal or Affiliation or Belongingness Needs:
These needs include the need for affection.
sense of belongingness. acceptance and
friendship.

For example. employees often form
infarmal groups to satisfy thelr soclal needs.

(d) Esteem Needs: These needs include the
need for self-respect. autonomy status,
recognition and attention.
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(e) Self-Actualisation Needs: These are the
needs of becoming what one really wants
to become. It is the highest level of need in
the hlerarchy. These needs include grawth.
self-fulfillment and achlevement of goals.

Q3. Three friends, Rajat, Raman and Ansh, after

completing their MBA from a reputed business
college of Mumbai, were discussing about the
type of arganisation they would like to join. Rajat
was very clear that he would like to take up a
government job as it gives stability about the
future income and work with greater zeal. It will
also provide him pension when he will retire from
his service.

Raman wanted to work in a company, which
has appropriate skill development plans for its
employees and helps the employees to grow to
higher levels in the organlsation. In addition to
this, the company should also provide facilities
like housing, medical aid, etc.

Ansh said that he would prefer to work in an
organisation, which has the culture of individual
autonomy, freedom to employees and provides the
employees with opportunity for personal growth
and a meaningful work experience.

(i) ldentify the various financial and non-financial
incentives discussed by the three friends in
the above conversation.

(i) Explain three other non-financial incentives
which were nat discuss by any one of them.

(i) Three financial incentives which vere discussed
by them are:

(a) Retirement Benefits: Retirement benefits
such as provident fund. pensian and gratuity.
which are glven after retlrement act as an
incentive to employees. while they are in
service as the organisation.

They provide financial security to the
employees after retirement.

(b) Perquisites: In many companies, perquisites
and fringe benefits such as car allowance.
housing, medical ald and education to the
children, etc. are offered over the above
salary. They provide motivation to employees.

(c) Career Advancement Opportunity: Career
advancement opportunity refers to the
opportunity that managers provide to
employees to improve their skills and be
promoted to higher level jobs.

As these opportunities helps an employee
to gain promotion. so employees feel
motivated to give thelr higher performance.

(i) Three other non-financial incentives which veere
not discussed by any of them are:

(a) Status: It refers to ranking of positions.
authority, responsibllity. recognitlon and
prestipe assoclated with a [ob In the
organisation. Psychological sodal and

Q4.

Ans.

esteem needs of an Individual are satisfied
by status given to their job.

(b) Employee Recognition Programmes: This
means acknowledging and appreciating an
employee on his work performance. This
satisfies the ego of the employee and he feels
motivated to his or her better performance.
Example: Rewarding the employee on
completion of a project on time.

It motivates the employees to use their skills
and talents in a positive manner to increase
their ob performance.

(c) Job Enrichment: It s concerned with
designing jobs that offer greater variety
of work content and require high level of
knowledge and skilL So. employees are
given jobs which offer them various and
opportunities to bring forth thelr skilL

Handsen is the CEO of ‘Newcastle Enterprises,
one of the world's most successful companies. His
success stories have been well-documented. He
chooses highly motivated and capable managers
who can perform their tasks creatively and
adequately without his help. He allows the group
members to work on thelr own tasks and resolve
issues themselves.

He intervenes, but only when needed to correct
an unfavourable situation. He does not use power
unless it is absolutely essential. He overlooks
the mistakes of his people as he thinks that they
learn from them. He supports them and supplies
them the required information to complete the
assigned task.

(I) Identify the Lleadership style adopted by

Handsen.

(i) With the help of diagram, explain other two

leadership style based on the use of authority.

(1) Handsen adopted the 'Lalssez-Faire Leadership

Style' The Laissez-Faire leader does not believe

in the use of power unless itis absolutely essential

(i) The other two leadership styles based on the
use af authority are:

(a) Autocratic Leadership Style: An autocratic
leader gives orders and expects his
subordinates to ocbey those orders.

It Is also called 'Boss-centered leadership.’
This leadership style is based on the
assumption that reward or punishment both
can be given depending upon the result.

It leads to quick decislan-making,

Leader

Autocratic Leadership Style
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A Is the leader and B. C and D are the
followers. An autocratic leader glves orders
and expects his subardinates to obey those
orders. There is one-way communication
with the subordinates, wha act accarding to
the command given by the manager.

(b) Democratic Leadership Style: A democratic
leader will develop action plans and
makes declslons in consultation with his
subordinates. Itis also called group centered
leadership.

It Is based on the assumption that people
perform best if they have set thelr own
objectives.

Advantages: It improves the employees
attitude towards the |ob and Increases
thelr marale. Alsa. it Inculcates a feeling of
team spirit amongst employees as they get
involved In decislon-making.

B «—» leader «——»1D

A
Democratic Leadership Style

In the above diagram. A is the leader
and B. C. D and E are subordinates. A
democratic leader develops action plans
and makes declislons In consultation with
his subordinates. Such a leader recognises
that people perform best if they set their
own objectives.

Q 5. Make a comparative study between Autocratic, Democratic and Laissez-Faire styles of leadership.
Ans. The differences between above three types of leadership styles are given as under:

5. Autocratic Democratic Laissez-Faire
No. Basls of Difference Style Style Style
() [Dedsion-making Leader centralises decision-  [Leader consults subordinates|Leader delegates entire
making power. in the decislon-making authority of declsion-making to
Process. subardinates.
(i) [Delegation of Authority |Uittle or no delegation. More delegation. Full delegation.
(i) [Degree of Supervision Close supervision. Moderate supervision. No supervision.
(v) [Employees Morale Low High Leader does not promote
employees morale.
(v) [Effectlveness This style may be effective In |This style Is usually effective This style may or may not be
short-run. in both short and long-run.  |effective.
(vi) [Positive or negative The leader makes use of The leader makes use of The leader neither uses positive

negative approach (like
penaltles) to get vrork done.

approach

positive approach (like
rewards) to get work done.

nar negative methods.

Q 6. Nikhil runs a small dhaba on the Jaipur highway.

He is very rigid and follows a strict policy of
punishment like cutting the salary, stopping
increments or giving job termination threats to
his workers for any kind of discrepancies in their
work. He does not seek advice or opinions from his
workers, as he does not have any confidence in the
competence of his workers. Also, the workers are
not willing to offer useful suggestions as they do
not expect any motivation or incentive for taking
such initiatives. As a result, the labour turnover is
high and his business has been adversely affected.
In the context of the above paragraph.
(i) Name and explain the style of leadership
adopted by Nikhil
(ii) Identify the various human needs of workers
that are being overlooked by Nikhil as per the
Maslow’'s Need Hierarchy Theory of motivation.

Ans. () The ‘Autocratic Style' of leadership has been

adopted by Nikhil

An autocratic leader gives orders and expects
his subordinates to obey those orders.
It is also called "Boss-centered leadership.”
This leadership style Is based on the assumption
that rewards or punishment both can be given
depending upon the result. It leads to quick
decision-making.

(i) The various human needs of the warkers
that are belng overlooked by Nikhil as per the

Maslow’'s Need Hierarchy Theory of motivation

are listed below:

(a) Basic Physiological Needs: These needs are
most basic in the hierarchy and corresponds

to primary needs. Example: Hunger. thirst.
etc

(b) Safety/Security Needs: These needs provide
security and protection from physical and
emotional harm.
Example: Job securlty. stabllity of Income.
etc
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Q7. Differentiate between Formal Communication and Informal Communicatian.
Ans. The differences between Formal Communication and Informal Communication are:

S.No. | Basis of Difference

Formal Communication

Informal Communication

(1) Meaning

(i) | Flow of Direction
diagonal directions.

(i) | Nature It s rigid in nature.

(lv) | Speed
(v) | Relabllity

(vi) | Flxing of
Responslbility

It refers to official communication
taking place in the organisation.

[t lows in vertical horizontal and

It Is a slow means of communication.

The communication |s very rellable.

It refers to unofficlal communication
that arises from social interaction of
people.

It flows in every possible direction

It Is flexible.

It flows very fast as there Is no
prescribed officlal channel

ItIs less rellable and may create
rumours.

It is easy to fix responsibility as source | It s very difficult to fix responsibility as
of Informatlon is known.

sources of Information Is nat known.

Q 8. Explain varlous elements of the communication
process with the help of a diagram.
OR
State any four elements involved in the
communication process. (CBSE2023)
Ans. Elements of the communication process are:

(i) Sender: Sender means person whao conveys his
thoughts or Ideas to the receivers.
Senderrepresents the source of communication.

(i) Message: It is the content of ideas. feelings.
suggestions, order. etc intended to be
communicated.

(il) Encoding: It is the pracess af converting the
message into communication symbols such as
words. pictures. gestures. etc.

(lv) Media: It is the path through which encoded
message Is transmitted to receiver. The channel
may be In written form. face-to-face. phone.
call. internet. etc.

(v) Decoding: It Is the process of converting
encoded symbols of the sender.
(vI) Receiver: The person who receives the message or
for whom the message Is meant for.
(vi) Feedback: It Includes all those actlons of the
recelver that Indicate that he has recelved and
understood the message of the sender.

(viii) Nolse: It means some abstruction or hindrance
to communication. it may be caused ta sender.,
message or recelver.

The following are the causes of noise:

(a) Ambiguous symbols that lead to faulty
encoding,

(b) A poor telephone connection.
(c) Aninattentive receiver.

(d) Faulty decoding (attaching wrong meanings
to message).

IEncol:iingl I:]Decodlng

T

| Sender I Medio —){ Receiver |

N

Q.

Ans.

A

Communication Process

Define communication network. Explain different
types of grapevine networks.

OR
Identify and state the following grapevine
netwarks.

0 (i)
O

Communication Network: The pattern through
which communication flows within the organisation

Is generally Indicated through communication

networlc

Different types of communlication networks may
operate in formal organisation. Some of the popular
communication networks are: chaln, wheel circular,

free flow. Inverted V.

Different types of grapevine networks are:

(i) Single Strand Network: Each person
communlcates to the other In sequence.
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(i) Name and explain any two types of
communication being referred to in the above
paragraph.

(ii) How does effective communication increases
managerial efficiency?

OR
Give the meaning of ‘Formal Communication’ and
‘Informal communication. (CBSE2023)

(i) Gossip Network: Each person communicates Ans. () The two types of communication belng
with all an non-selectlve basls. referred to in the above paragraph are formal
communication and Informal communication.

(a) Formal Communication: The communication
that flows through officlal channels
designed in the organisation structure
is called formal communication. This

communication may take place between a
subordinate and superior or among same
team employees or managers. Usually. a
written record of such communications is

malntalned. recorded and filed in the office.
Formal communication may be further
classified as Vertical and Horlzontal
(b) Informal Communlcation: Infarmal
o communicationis the type of communication

that takes place without following the formal

(iii) Probability =~ Network:  The individual
communicates randomly with other Individual

lines of communication. It Is generally
referred to as the grapevine' because it

(iv) Cluster Network: The individual communicates
with only those people whom he trusts. It Is the
its branches going out in all directions in
utter disregard to the levels of authority. The
informal communication arises out of needs
of employees to exchange thelr views, which

cannot be done through farmal channels.
(if) Effective communication increases managerlal
efficiency by lubricating the working of the
entlre organlsation through quick and effective
performance of managerial functions. It
enables the management to express the goals
and targets. issue instructions. allocate jobs and
responsibilities and supervise the performance

of subordinates.

Q 1I. Communication originally drafted in French has
been poorly translated in English. Name the type

: ; of barrier to effective communication and explain
Q10. Sunidhi has started a designer studio in the any ather five barriers of this type.

basement of her residence after completing her  ang The type of barrler In this case Is 'semantic barrler

masters in fashion designing. She has appointed (Faulty Translation).

ten employees to take care of the various aspects Some aother semantic barriers are:

of the work. She interacts regularly with each (i) Badly Expressed Message: The badly
expressed messages may be on account of
inadequate vocabulary. usage of wrang wards,
omlsslon of needed words, etc. It may also
happen when words and sentences are not
properly sequenced.

(ii) Symbols with Different Meaning: A word

>Kl
O
o

ERRQDR »

Informal communication and grapevine Is same.
Sometimes students get confused when asked
grapevine. So, students should learn the difference
between informal communication and grapevine.

employee to tell exactly what is expected of
his/her and what he/she needs to do to be regarded
as a good performer. At the same time, she allows
a free work environment wherein the employees
openly chit-chat with each other in order to fulfil

I most popular in organisations.

their soclal and emotional needs. Sometimes,
these interactions also lead to spreading rumours
which are not authentic.

In the context of the above paragraph:

may have several meanings. Recelver has to
percelve one such meaning for the word used
by communicator. Wrang perception leads to
communication problems.

spreads throughout the organisation with l
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(iii) Unclarified Assumption:Somecommunications
may have certain assumptions which are
subject to different interpretations. If the
sender does not clarify assumptions related
to message. then recelver may have different
assumptions.

(iv) Technical Jargon: It Is basically found
that speclalists use technlcal |argon while
explaining to persans who are not specialists

in the cancerned feld. Therefare. they may nat
understand the actual meaning of many such
words.

(v) Body Language and Gesture Decoding: If
there is no match between what is said
and what is expressed in body movements,
communications may be wrongly percelved and
listener may get confused and misunderstand
the meaning,

& Chapter Test

Multiple Choice Questions

Q L. What is the effect of motivation on all the employees

Q2.

Q3.

Q4.

of an organisation?
a. Invariable

c. Varlable

When a leader is a role model to others regarding
ethics and values, he is said to possess the quality of

b. Same
d. Uniform

a. Initiative b. Integrity

c self-confidence d. decisiveness

‘Lack of proper incentives' is a type oOf ....ccccceee.
barrier.

a. semantic b. psychological

C organisational d. personal

Statement I: Money only satisfies the lower level
needs.

Statement [I: As money has the purchasing power,
it becomes a very important incentive for every
individual.

Choose the correct option from the options given
below:

a. Statement | is true and Il is false.

b. Statement Il is true and | Is false.

c Both the statements are true.

d. Both the statements are false.

Assertion and Reason Type Questions

Diroctions (Q. Nos. 5-6): There are two statemenls marked as

Qs.

Assertion (A) and Reason (R). Read the statements and choase the
appropriate option from the oplions given below:

a. Both Assertion (A) and Reasan (R) are true and
Reason (R) is the correct explanation of Assertion (A).

b. Both Assertion (A) and Reason (R) are true, but
Reason (R) Is not the correct explanation of
Assertion (A).

c Assertion (A) is true, but Reason (R) Is false.

d. Assertion (A) is false. but Reason (R) Is true.

Assertion (A): Motivation is a complex process.

Reason (R): Individuals are heterogeneous in their

expectations, perceptions and reactions.
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Q6.

Assertion (A): Job security often makes people
complacement and they do not perfarm efficiently.
Reason (R): There is no risk of job in case of job
security.

Case Study Based Questions

Q7.

Read the extract given below and answer the

questions on the basis of the same:

‘Sheetal is working in'Supermans'as a sales manager.

She handles a team of 20 salesmen. She directs

her immediate subordinates and Is directed by her

immediate boss. Supermans Limited purchases
its raw materials from "MM Sales" which deals in

consumer goods. It employs 100 workers and 10

operative managers who give quidance and support

to the warkers while operating the machines. The
company has a policy of granting leave as per the
requirement of the waorkers. Recently for Diwali
season, it received a blg order. Workers are keen to
take Diwali holidays while management is pressing
hard for overtime. This matter was placed before the

Personal Manager, Rahul He is a good leader who

takes decislon anly after cansulting his subordinates

and work out the policles after acceptance of the
group. He called the meeting of operative managers
and workers to inform them about changes in the

Incentive plan which states payment of double

wages for working on holidays. Workers without any

pressure voluntarily took limited holidays and were
able to increase their earning by working overtime
and on holidays. Rahul also stated that who work
effectively and efficiently will be appreciated at the
end of every month as ‘'The Employee of the Month'

All the employees were happy and this leads to

higher output of production.

(I) “She directs her immediate subordinates and
is directed by her immediate boss.’ Identify the
features of directing.

a. Directing Initiates action

b. Directing Is a continuous

c. Directing flow from top to bottom

d. Directing takes place at every level of
management
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Qa.

(ii) Identify the type of leadership style adopted by
Rahul.
a. Democratic style of leadership
b. Autocratic style of leadership
c. Free rein style of leadership
d. None of the above

(iii) Rahul motivates the employees to work mare by
giving them:
a. financlal Incentives
b. non-financial Incentives
c. physical safety
d. None of the above

(iv) Identify the type of needs being fulfilled by ‘MM
Sales’.
a. Physlcal needs
c Sodal needs

b. Safety needs
d Esteem needs

Read the extract given below and answer the
questions on the basis of the same:

Saman Murthy, the CEQ of 'Healthcare Hospitals' a
leading chain of hospitals, declded to reward the
good work of the doctors of his organisation. For this,
he instituted two running trophies. A 'Healthcare
Achlevers Trophy' to acknowledge and appreclate
the tireless efforts of the doctors who rendered
selfless services to the patients and another 'Beti
Bachao Trophy' to recognise the outstanding work
done by the doctors in saving the girl child.

The CEO also wanted to improve the health services
in rural areas all over the country. He decided that
all doctors must work in rural areas for at least six
months. He also decided that the paramedical staff
should be employed locally.

(i) Identify the incentive provided by ‘Healthcare
Hospitals’ to its doctors through running
trophies.

(ii)) Which need of the doctors will be satisfied
through the incentive identified in above
question?

Very Shart Answer Type Questions

Q9. What is the objective of communication?

Q10. Which function of management is known as
‘Management in action'?

Q1L What is meant by decoding as an element of
communication?

Short Answer Type-I Questions

Q12. Describe any three psychological barriers of
communication.

Q13. Which element of directing helps in inspiring
subordinates to give their best to the organisation?
Explain the process of element.

Short Answer Type-II Questions

Q14. A reputed hostel, Mr Raman provides medical aid
and free education to children of its employees.
Which incentives is being highlighted here? State
its category and name any three more incentives of
the same category.

Q15. Explain any four points of importance of directing
function of management.

Long Answer Type Questions

Q 16. What is meant by communication? Explain the
channels of communication.

Q 17. Distinguish between financlal incentives and
non-financial incentives.
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