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POPULARPUBLICATIONS

BASIC CONCEPTS OF MANAGEMENT

Multiple Choice Type guestions

1, In the Managerial Hierarchy a Departmental Manager belongs to WBUT 2013]
a) top management level
c) frontline management level

Answer:(b)

b) middie management level
d) none of these

2. F.W. Taylor is also known as the father of
a) scientific approach to management
b) functional approach to management
c) behavioural approach to management
d) bureaucratic approach to management

Answer:(a)

[WBUT 2013]

3. Division of work promotes
a) Inefficiency

Answer:(6)

WBUT 2014]
d) Wastagesb) Specialisation c) Confusion

4. When authority flows from top executive to lower level employees, it is known'as
WBUT 2014]

a) Line Organisation
c) Project.Organisation

Answer: (a)

b) Staff Organization
d) Matrix Organisation

5. Which one of the following is NOT the main concern of Scientific Management'?
WBUT 2014]

a) Production
c) Mechanistic Methods

Answer: (d)

b) Efficiency
d) Rationality

6One of the most popular ways of defining management is that it involves getting
work done WBUT 2014]

a) As quickly as possible
b) With as little effort as possible
c) Through the efforts of other people
d) Through the efforts of other managers

Answer: (c)

. nich one of the following is not an informational role of manager?[WBUT 2015]
a) leader b) monitor c) disseminator d) spokesperson

Answer: (a)

PM-2



PRINCIPLES OF MANAGEMENT

8. The principles in management area) applicable in service organizations
b) applicable only in public sector organizationsc) universally applicable
d) none of these

Answer: (c)

WBUT 2015]

9. The first function of management is
a) organizing

Answer: (6)

WBUT 2015]
d) none of these

b) planning c) coordinating

10. Scalar chain of management was proposed bya) F. W. Taylor
Answer: (6)

WBUT 2015]
d) Max Weber

b) Henri Fayol c) Elton Mayo

11. According to managerial roles defined by Mintzberg, a manager who setsbudget for department is acting in the role of
a) Disseminator b) Figurehead c)Resource allocator

Answer: (c)

WBUT 2015]
d) Entrepreneur

12. Which one of the following roles does not constitute management roles asproposed by Henry Mintzberg?
a) Interpersonal Roles
c) Training Roles

Answer: (c)

WBUT 2015]
b) Infomational Roles
d) Decisional Roles

WBUT 2015]13. Management is the art of
a) Profit making
c) Getting things done by people

Answer: (c)

b) Misleading customers
d) Satisfying the competitors

WBUT 2015]14. Management aims at
a) Effective utilization of human and material resources
b) Raising the funds of a company
c) Retrenchment of employment
d) Punishing the indisciplined workers

Answer: (a)

WBUT 2015]15. Scalar Chain denotes
a) Authority from the highest executive to the lowest one
b) A process of production
c) Span of management
d) The size of the organisation

Answer: (a)
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WBUT 2015]
16. The principle of 'unity of command' implies:

a) In union there is strength

b) Employees should receive orders from one superior only

c) Group to be assigned the responsibility of commanding

Noned)
Answer: (b)

WBUT 2016]
17. Scientific Management Theory was proposed by

a) Max Weber
c) Chester Barnard

b) Henry Fayol
d) F.W.Taylor

Answer: (d)

WBUT 2017]18. The main influence on the behavioural science theories are

a) psychology and sociology
b) sociology and bureaucracy
c) sociology and science
d) bureaucracy and psychology

Answer:(a)

19. One of the earliest and most enduring descriptions of managerial roles comes
WBUT 2017]from

a) Adam Smith
c) Jack Welsh

b) Peter Drucker
d) Henry Mintzberg

Answer: (d)

Short AnswerType Questions

How will you classity the levels of management in an organization? Describe the
functions performed by different levels of management. WBUT 2013]
Answer:

Part:
Levels of Management

Levels of management refer to a line of demarcation between various managerta
pbsitions in an organization.
Levels of management generally imply a demarcation or division of management
functions into separate groups.
In actual practice. there is no uniform application of any division.
management are determined according to the size and type of the organization
But. in most of the oryanizations there are generally three levels of managenc
namely. top-level management. middle level manavement and lower-level or inline management.

Levels of
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2nd Part:
Considering the hierarchy of authority and responsibility, the three levels of
management are discussed below:
1. Top-Level Management

The top-level managers are ultimately responsible tor the entire organization, as they
deal with all elements and forces that affect the growth. stability and survival of the
organization.

Top-level managers are basically involved in broad organizational aftairs like poliey
formulation. corporate goal setting. long range strategic planning and straleg
development for the organization.

The top-level management consists of the Board of directors. C'hief Execuive Oicer
(CEO). Chairman of the board of directors. President. vecutive Vice-presidents and
other Vice-presidents.

Role:
>Although the BODs and other nember

role. the CEO is to act as principal strateyr organiza "l builder and leader,

Providing
organization.

the lop 1.tH tagemet:t play *n important

direction: Top managemenm is to ge nro: direction to the

Vision seting: Top management team is expeeted to set standards for the short-run
and the long-run.
Standard setting: Top management is to sel sandards and evaluate the pertormance
of varióus units or groups of business.
Developing a system of control is one of the tasks of top management.

Functions:
The functions of the top manayement are as follows:
> Setting the objectives of the business

Establishing policies
Assigning responsibility
Hiring and developing key personnel
Planning for succession
Encouraging creative thinking. and measuring and evaluating results.

2. Middle-Level Management
The middle-level management generally consists of heads of divisions, departments

or functional departments such as a plant manager, production manager, purchase
manager, marketing manager, personnel director, financial controller and so on.

Role and Function
To interpret policies and directions set by the top-level management

To coordinate the working of their departments.
To act as a link between the strategic activities of the top management and

operational activities of the lower-level managemenUtirst line managers.
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To monitor operational planning and divisional/departmental activitics..

To report to the top-level management, and

To provide feed-back to the top level.

3. Lower-Level Management (The first level supervisory managers)

Lower-Level management is directly concerned with the control of the performance

of the operative personnel.

Lower-level management consists of Superintendents, Supervisors, oremen,

Section-in-charge. Sales executives and Chief clerks, elc.

Role and Function
To Man day-to-day operations, assign personnel to specific tasks, supervise their

activities and evaluate their performances.

To act as a link-man between the operational personnel (workers) and the middle:

level management.
To direct. motivate and control the operational personnel.

To deal with internal human relations, and

To provide feed-back to the middle-level management.

Board of drectors, chairman of the board,
CEO. president, Executive vice-ptesidents.

ManagemcniGeneral manager. Dy General Manager

Top
Level

Middic-level Hcads ofdivisions, departments,
functional departments, branchesManagement

Lower-level Superintendents. supervisors
forcmen. section-in-churge. olfic
managers. sales evecutives and
chef clerks. ele

Managemen
The first lcvel

Supervisory managers

Operalional
Personnel

Workers, clerical and technicul
personnel, salesmen, elc.

2. Explain the significance of Managenment. [MODEL QUESTION]
Answer:

"Management is an essential component of all types of organizations. Management
exists everywhere as a distinc, separate and dominant activity.

The significance of Management are summarized in the following paragraphs.
1. Facilitates Group Efforts

Management makes things happen. Management creates team work and team spirit

in an organization by developing a sound organization structure. It binds the human
and material resources together and generates motivation among organizational
people for achieving organizational goals.
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2. Facilitates optimum utilization of all resources
Since, Management has definite objectives to pursue, it must employ all its human
and material resources like Men, Money, Materials, Machines and Methods to attain
the objectives.

3. Facilitates challenges of Change
Management, as a change agent, has to keep itself always prepared to recognize the
need for change. and to plan and implement changes systematically. for achieving
both growth and stability of the organization.

4. Facilitates Innovation
Management provides new challenging ideas, imagination and vision to an
organization.
Facilitates as Productivity Catalyst
As productivity catalyst, management has to take into account both economic and
social inputs (costs) and the economic and social outputs (benefits) while planning.
formulating and evaluating any business projects.
management that its social resources to be used as wisely as its economic resources.
Facilitates as Management Leadership

Management Leadership is called upon to recognize the importance of democratic
and participati ve management in order to satisfy the expectations of modern
employees.

Society wants from the

6.

Social needs and goals are compelling managers to work toward high quality of life,
as it satisfies the hunger of body, hunger of mind and spirit - higher level human
wants and aspiratiorns.

7. Facilitates as Producer of Wealth of Society
The business is the wealth-creating and wealth-producing resources and it must
besides increase the wealth-creating and wealth-producing capacity of these
resources and with them the wealth of society. This responsibility is absolute and
lies with the management.
Facilitates as a Life Giving Force
Management is the dynamic, life giving element in every business. Without
management' the resources of production' remain resources and never become
production. Management is needed to convert the disorganized resources of men,
machines, money, methods and materials into useful and effective enterprise.

9. Facilitates direction to the organization

8.

It is the Management process of direction' which aim at reconciliation and
integration of conflicting attitudes, behavioral patterns and goals of the organizational
people so that the organization members can work eficiently and effectively for
attainment of organizational goals.
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10. Facilitates Various Interest - Groups
Management owes social obligations to its various interest groups, namely.
shareholders. Employees, Customers. Suppliers. Government and the Society
whole.

Facilitates Group Efforts

Facilitates Optimum Utilisation of' All Resources

Facilitates Challenges of Change

Facilitates Innovation

Facilitates as Productivity CatalystSignificance
of

Management Facilitates as Management Leadership

Facilitates as Producer of Wealth of Society

Facilitates as a Life-Giving Force

Facilitates Directiontothe Organisation

Faciliiates Various Interest Groups

3. What is meant by 'Universality of management'? [MODEL QUESTION]
Answer:
Universality of management

The principles of Management are of universal application. The basic nature of
management activity remains same in all areas of organization - may it be a Mandir,
a Masjid. a Church. a Gurdwara. a School, a College, a University, a Hospital, a
Trade Union. a Club. a Municipality, a Military organization, a Multinational
corporation. a Government organization. and even a Family organization.
There may be slight variations in approach and style depending on the organization to
organization. but the management activity remains the same irrespective of the
organizations.

Long Answer Type guestions

/1. What are the different schools of Management thought? WBUT 2015]
Answer:
The different schools of Management Schools of Thought are as follows:

1. The Scientific Management School: The Classical Approach
2. The Management Process School: The Classical Approach
3. The Bureaucracy Theory School: The Classical Approach
4. The Human Relations School: The Neo-Classical Approach
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5. The Contingency Approach to Management: The Modern School of Thought
6. The Systems Theory School: The Modern School ofThought
7. The Decision Theory School: 1The Modern School of Thought
8. The Mathematical or Quantitative Measurement School: The Modern School of

Thought
9. The Behavioral Science School: The Modern School of Thought
10. The Social System School: The Modern School of Thought

2. Discuss the managerial roles, as developed by Henry Mintzberg, which deal with
people and their behaviour. [MODEL QUESTION
Answer:
Henry Mintzberg has developed ten Managerial roles, which deal with people and
their behaviour.

These ten managerial roles are divided into three categories. They are:
(A) Interpersonal roles, (B) Informational Roles and (C) Decision Roles

A) Interpersonal Roles:
Managers spend a considerable amount of time in interacting with peers. subordinates.
Superiors, Suppliers. customers. government officials and general public (community
Ieaders). Study reveals that interacting with people takes up nearly 80% of a Manager's
time.
Through these interactions, three major sub-roles often managers pertorm.

These roles are:
1. Figure Head Role / Ceremonial / Symbolic Role
Managers are to perform social and legal obligations as symbolic figureheads of the
organization. Though the duties of managers are of ceremonial in nature, but are
essential for business operations of the organization.
2. Leadership Role
Leadership is an indispensable activity which every manager must perform to give
direction to the people working under him. So, a manayer has to be an exemplary
leader'.

3. Liaison Role
Besides making liaison with the internal people in the organization. Managers are to keep
liaison and maintain a network of external contacts and thereby assess the external
environment of business and also build up external Information System.

B) Informational Roles
This involves the role of assimilating and disseminating information as and when
required.

Under Informational Roles, a Manager in the capacity of information possessor
performs the following three roles.
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These roles are (1) Monitor Role, (2) Information disseminator Role, and (3)
Spokesman Role

1) Monitor Role
Managers are constantly to collect infomation from both inside (internal) and outside
(external) of the organization and closely monitor and analyze information which may
affect the environment of business and also provide opportunities to the organization.
2) Information Disseminator Role
As disseminator, a manager is to communicate information to the organizational

mbers in respect of company policy. administration, supervision, etc, through
circulars, oftice-memos, direct contact. phone calls or group meetings., etc.
3) Spokesman Role
As spokesman. a manager is to represent the organization to the outsiders by providing
relevant intomation as and when situation demands.

C)Decision Roles
Peter F. Drucker said. "Whatever a manager does. he does through decision making".
The very delemmination of objectives. policies. programmes, strategies, etc. of the

organization is a decision making process.
.A Manager. while making decisions. performs four important roles. They are, (1)

Entrepreneursbip Role, (2) Disturbance Handler/Conflict Handling Role, (3)
Resource Allocator Role and (4) Negotiator Role

1. FEntrepreneurship Role
As entrepreneur. a manager is constantly involved in identifying opportunities, exploiting
opportunities. arrange for capital, untried technological possibility for producing new
commodity or producing an old one in a new way, etc.
2. Disturbance Handler/Conflict Handling Role
As disturbance handler or conflict handler, a manager is constantly involved in solving
various types of differences and conflicts that generates in the organization for various
reasons. A manager is to anticipate such conflicts and take corrective and preventive
action for smooth running of the organization.
3. Resource Allocator
As resource allocator. a manager is to prioritize among various programmes. projects and
accordingly arrange budgetory allocations to different programmes and activities based
upon priorities. Furher, a Manager is to allacate human. physical and material resources
according to prioritiešs.

4. Negotiator Role
As negotiator, a manager is to negotiate deals and agreements within and outside the
organization. A manager is to negotiate agreements or contracts with the Trade Union,
Employee Association. etc. for maintaining cordial industrial relations.
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Managerial roles at a glance

Interpersonal Roles

Figure Flead Role| L.eadershp
Ceremonial Role

Syinbolic Role

Liaison

JLRolc Role

MANAGERI B
AlL ROLIESs Information Roles

Monitor Informaton Spokesman
DissenunatorRole Role

Role

DecisIonRoles

FEntrepreneurshp || Disturbanee Reourece
Hander Contlet| Allocator Rote

landlingRole|

Negotrator
RoleRole

3. Discuss the levels of management with the help of a suitable chart stating the
functions associated with each level. [MODEL QUESTION]

Answer:
Levels of management

Levels of management refer to a line of demarcation betwcen various managerial

positions in an organization.

Levels of management generally imply a demarcation or division of management
functions into separate groups.

In actual practice, there is no uniform application of any division. Levels of
management are determined according to the size and type of the organization.

But, in most of the organizations there are generally three levels of management,
namely, top-level management, middle level management and lower-level or first

line management.

Considering the hierarchy of authority and responsibility, the three levels of
management are discussed below:

1. Top-Level Management

The top-level managers are ultimately responsible for the entire organization, as they

deal with all elements and forces that affect the growth, stability and. survival of the

organization.

Top-level managers are basically involved in broad organizational affairs like policy

formulation. corporate goal setting. long range strategic planningg and strategy

development for the organization.
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The top-level management consists of the Board ofdirectors,Chief Executive Oficer
(CEOA Chairman of the hxurd of dinctors. President, Executive Vice-presidents and
other Viceepresidents

Role

AthouEh the BODs and dhe members ofthe top management play un important
ule. the CEO is to ast as prineipal surategist organizational builder and leader.
Providing direction: Top manayement is to give proper direction to the
organizatin

Vision setting: Top management team is expected to set standards for the short-run
and the lmpUn

tandard seiting: Tup managemenl is to sel standards and evaluate the perfomance
fvarieus umts r groups ofbusiness.
Dvtopinga system of control is one of the tasks of top management.

FanrtiomS
Te tinetrrs ef the tp management are as follows:

Setxing the otjectives ofthe business
Estahlishing pelicies

Assigming responsidility
iliring end develeping key personnel
Raming for succession

Encourneng creative thinking. and measuring and evaluating results.

2 Middlevd Management
The middleHevel management generally consists of heads of divisions, departments

ar tunctiaral departments such as a plant manager. production manager, purchase
manzger. markeing manager. personnel director, financial controller and so on.

Rate and Funrtion
To imerprea policies and directions set by the top-level management

To cxordinate the uOrking of theirdepartmenis.
» To ac as a link between the strategic activities of the top management and

aperaianal activities of the lower-level management/first line managers,
o montar operaional planningand divisional/departmental activities.

To repart to the top-ievel managemen, and

> To provide feed-back to the top level.

3. Lower-Leved Management (The first level supervisory managers)

lower-Level managemem is directly concerned with the control of the performance

of the operative personnel.

Lower-tevel maragement consists of Superintendents, Supervisors, Foremen,

Section-in-charge. Sales execunives and Chief clerks, etc.
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Role and Functlon

*1o Man day-to-day operations, assign personnel to specific tasks, supervise their
activities and evaluate their performances.
To act as a link-man between the operational personnel (workers) and the middle-
level management.

To direct, motivate and control the operational personnel.. To deal with intermal human relations, and
To provide feed-back to the middle-level management.

Top

Ievel
Board of' directors, chasrman of the board,
CLO. pressder. Execuive vice-presidents.
eTHefal mumauer. Da General ManaarManagcmunt

Middle-level Heads of dsvstons departmants
functianal deparunents. branchusMuugement

Luwer-uvel
Manugemenu
The first level

Supervisury munugeTS

Superuntenuderits, supervIsors
oremen. secctzon-n-charge. oflice
maragers. saks execudives and
chucfclerks cte

Operatumal
Persunet

Workers. cterreal ad technacul
pCTSOTei. salesmcn ct
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FUNCTIONS OF MANAGEMENT

Multiple Choice Type Questlons

1. Which of the following can be accepted as a type of plan?
a) policy

Answer:(d)

WBUT 2013]
d) all of theseb) procedure c) rule

WBUT 2013]2.In the MBO system, the manager
a) sets objectives for subordinates
c) sets objectives for peers

Answer: (a)

b) sets objoctives for superiors
d) none of these

3. Span of Management refers to the number of subordinates that can be
effectively supervised by

a) two managers
c) one manager

Answer:(c)

WBUT 2014]
b) multiple managers
d) none of these

WBUT 2014]4. Narrow span of management leads to
a) Flat Structure
c) Tall Structure

Answer: (c)

b) Mechanistic Structure
d) Organise Structure

5. When authority flows from top executive to lower level employees, it is known as
a) Line Organisation
c) Project Organisation

Answer: (a)

b) Staff Organisation WBUT 2015]
d) Matrix Organisation

6. Narrow span of management leads to
a) Flat Structure
c) Tall Structure

Answer: (a)

WBUT 2015
b) Mechanistic Structure
d) Organise Structure

7. Pfizer, a pharmaceutical company, operates in over 40 countries around the
world, and many of the larger-country units enjoy considerable freedom and
autonomy. Thus, it can be said that Pfizer exemplifies a(n) mode of
decision making.

a) centralized
Answer: (c)

WBUT 2015]
d) none of theseb) decentralized c) asymmetric

8. Which of the following is a personal objective of an organisation's employee?
WBUT 2016

b) Improved image of the brand
d) Minimization of competition

a) Higher production
c) Higher remuneration
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Answer: (c)

***°*******. are formulated at the top management level that guide employees9.
what to do, has a direct destination and a wider scope.

a) Procedures
Answer: (c)

WBUT 2016]
d) Rulesb) Objectives c) Policies

10. Which system lays emphasis on objective determination of both overall as wellas those of subordinates with active participation of all levels of management?
[WBUT 2016]

a) Span of management
c) Management business by objectives d) Top down management approach

Answer: (c)

b) Decentralized planning

11. In the twenty-first century the four functions of management are WBUT 20171
a) monitoring, organizing, suggesting and accommodating employees
b) planning, organizing, controlling and leading employees
c) planning, organizing, suggesting, and accommodating employees
d) monitoring, suggesting, journaling and accommodating employees

Answer: (b)

12. Don MacKinnon, the person in charge of "Hear Music" has been given goals
related to the rollout and sales of this subsidiary of Starbucks. His success at
implementing the strategy wil be assessed by comparing actual performance
against the goals. This comparison is known as

a) planning
c) implementing

Answer: (d)

[WBUT 2017]
b) organizing
d) contro!lling

13. Strategic planning as a board concept consists of
a) corporate strategy and business strategy
b) strategy formulation and strategy implementation

c)inputs andoutputs
d) environmental analysis and internal analysis

Answer: (b)

WBUT 2017]

14. Authority, discipline, unity of command and unity of direction are: [WBUT 2017]
a) four of Fayol's fourteen principles of management
b) Taylor's four principles of management
c) principles of the human relations movement
d) key features of learning organizations
e) elements of Weber's ideal bureaucratic structure

Answer: (a)

15. The concept of management by Objectives was introduced by
[MODELQUESTION]

a) Peter Drucker b) Elton Mayo
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c) Geroge Odiorne
Answer: (a)

d) Rensis Likert

16. Top managers of an organization are primary responsible for which type of
planning?

a) Business-level planning
c) Corporate-level planning

Answer: (c)

[MODEL QUESTION]
b) Divisional-level planning
d) Department-level planning

17. Many organizations fail because of
a) Pour and unsystematic planning
c Systems approach to management

Answer: (a)

[MODEL QUESTION]
b) Availability of skilled employees
d) Careful SWOT analysis

18. Plans can be classified in a number of ways on the basis of the organization
level, the frequency of use and their time-frame. Based on time frame, plans which
generally cover time periods up to one year are referred to as [MODEL QUESTION

a) Long-term plans
c) Short-term planns

Answer: (c)

b) Tactical plans
d) Directional plans e) Strategic plans

19. The management function of determining how activities and resources are to
be grouped is

a Planning
c) Staffing9

Answer: (b)

[MODEL QUESTION]
b) Organizing
d) Leading e) Controlling

20. The management function of determining'how activities and resources are to
be grouped is

a) Planning
Answer: (b)

IMODEL QUESTION)
d) Leading e) Controllingb) organizing c) Staffing

21. Which of the following is not a basic activity that a manager should perform?
[MODEL QUESTION]

d) Coordinating e) Controllinga) Planning b) Selecting c) Directing
Answer:(b)

22. The process of giving authority to a person to undertake activities or tasks on
behalf of another person iss

a) Scheduling
d) Directing

Answer: (b)

b) Delegating
e) Managerial innovations

[MODELQUESTION]
c) Accountability

23. Decentralisation is a structural change in an organization aimed at:
[MODEL QUESTION]

a) Reducing the cost of coordination
b) Increasing the controllability of sub units
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c) Increasing motivation
d) All of these

Answer: (d)

Short Answer Type uestions
1what is concept of planning as an element of management process? Discuss its-role in business organization. WBUT 2013]Answer:
1s' Part:
Concept of planning
Planning is pre-action stage function and precedes all other managerial functions likeorganizing, directing, staffing or controlling. etc. Planning is the basic of all managementfunctions. Whatever a manager does, he does through making plans. Managerial planningdraws up a blue print of activities to be undertaken. It is through planning that a managerhas to decide what to do, when to do, How to do and who is to do a particular task.

2nd Part:
Role of planning in business organization
The importance and role of planning may be summarized as under:
(1) Planning - minimises uncertainty
The future is seldom certain. Planning helps in minimizing uncertainties of future.
Planning is essential to keep strict control on future events.
(2) Planning- concentrates on objectives
Planning turns spotlight on the objectives of the enterprise. Planning provides a guide for
all activities of an enterprise. Through planning function, a manager can focus his
attention on the formulation of objectives.
(3) Planning- provides a sense of direction
Planning directs efforts into endeavours that contribute to the accomplishment of
enterprise goals and harmonises the use of facilities and resources.
(4) Planning - integrates diverse forces
The conflicting, internal and external, forces are integrated through the planning process.
When the conflicting forces are integrated and given direction for unified action, they
contribute towards the achievement of ultimate goals of the enterprise.
(5) Planning improves adaptability
Planning precedes the execution of any action. Planning is anticipatory in nature. The

anticipation of future events and changing conditions prepares the enterprise to meet
them and adapt them for successful operations.
(6) Planning - improves competitive strength
Planning provides a competitive strength to the enterprise over other enterprises that do
not have planning. Planning enables the enterprise to disecover new opportunities and
accordingly shape its own fate.
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(7) Planning - brings economy in operations
Through planning. the available resources are used to the best of their capacity, all

activities arc done in the minimum possible time and all types of wastages are eliminated

in all sections of the enterprise. As a result, efficient and economical operations are

possible.
(8) Planning-facilitates technological upgradation
As planning involves intellectual process, mental exercise and keen foresight, Managers

or Planners can foresee the environment and for survival in the business operations, they

may opt for latest technology replacing the old and obsolete machines and methods.

(9) Planning - helps in monitoring and control
A Manager/Planner can not monitor and control what is not planned. Planning and

controlkng are like the 'Siamese twins. One can not survive without the other.

WBUT 2017]2 What is the basic premise of Herzberg's Two-factor theoryy?

Answr:
Basie premise of Herzberg's Two-factor theory

Fredrick Hertzberg. a renowned psychologist and his associates developed a model

on motivation which is temed as Two-Factor theory. the Dual Factor Theory and

the motivation - Hygiene Theory.
Based upon the findings of the research, it was concluded that there are some job
conditions which primarily operate to dissatisfy employees in case of their absence,

but their presence does not motivate them in a strong way. Hertzberg named such

job conditions as Muintenance or Hygiene factors which are extrinsic in nature.

Hygiene factors and motivationalfactors at a glance
Hygiene i maintenance Environmental| Motivational factors

factors (needsextrinsicin nature):
.

Company policy and administration
Technical supervision
Inter-personal relations with supervisors
Inter-personal relations with peers

5.

(needs
intrinsic to workitsel):_

1. Achievement
Recognition

3. Advancement
2..

4. Work itself
with 5. Possibility of growth

6. Responsibility
Inter-personal relations
subordinates

6. Salary
7. Job security
8. Personal life
9. Working conditions. and

HO. Status

3 Differentiate between Centralization and Decentralization. WBUT 2017]
Answer:
Centralization

Centralization of authority is a siluation or pattern where power of decision.
making rests at one point or in a few hands of the organization. Centralization of
authority may refer to a systematic concentration and reservation of authority at
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ghest level within the organization. It is a system where all the important
decisions and actions al the lower levels are subject to the approval of the top
management.
In an organization under centralized set up, many of the decisions are made not
by the organization people doing the work, but at a higher level point of thee
organization.
The meaning and concept of centralization may be crystal clear, if the definition
of centralization' as given by Louis A Allen is cited.
According to Louis A Allen, "Centralization is the systematic and consistent
reservation of authority at central points in the organization.
Systematic and consistent reservation of authority lies at the central points in the
organization.
Operating authority lies with the middle level management.
Operations at the lower levels are subject to consent, command and control by
the higher authority upward in line.
The role of the subordinates is reduced.

Decentralization
The literal meaning of the word decentralization is dispersal or "spreading out from
a centre'. In other words. it implies extension of delegation of authority from the top
to the lowest possible level of an organization.
According to Louis A. Allen, decentralization refers to the systematic effort to
delegate to the lowest levels all authority except that which can only be exercised at
central points. Thus, decentralization refers to the delegation and spreading out of
authorities subject to overall control by the central points.
Decentralization may be used when performance is spread over many branches
situated at different geographical areas and divided among different departments on
the basis of their functions or products.
In a truly decentralized organization, both control and freedom are blended in
equitable proportions so as to enable synergistic effect on the overall organizational
performance and effectiveness.
For example. Indian railways are divided by multi-divisions and each division is
headed by one Divisional Railway Manager (DRM). In this way the administration of
entire railway system is decentralized. But the ultimate control is with the central
points. Railway Ministry/Railway Board). Similar is the case with Life Insurance
Corporation of lndia (LICI).

4. What do you mean by 'Span of Management'?
Answer

[MODELQUESTION]

The world 'Span' literally means the space between two supports of a structure.
It refers to the space between twO pillars in case of a vast construction of a
building or a bridge, etc.
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The span or space between two pillars or supports should not be too narrow/small
or too wide/large. If the span or space becomes too wide or large, the building or
the bridge may collapse, on the other hand, if the span or space becomes too
narrow or small. the cost of construction of the building or the bridge will

unnecessarily enhance.
Thus. the span or space in between two supports should be properly decided.

Span' With Reference to Organization Structure
In the organizational context, the term 'Span of Management' is aliso referred as
span of supervision, span of control, span of authority, or span of direction.
It is very important, for any organization, to decide as to how many subordinates
can effectively be controlled. supervised. guided or managed by a supervisor.
In the organizational context. span of control represents a numerical limit of
subordinates a manageror supervisor can manage or supervise, handle and
control efficiently and eftectively.
To sum up. span of control/arrangement refers to an ideal number of subordinates
that can easily and effectively be controlled, supervised, guided or managed,by

one supervisor or manager or one executive.
There is a limit to the number of subordinates a manager or a supervisor can
effectively supervise, manage or control, but the exact or ideal number of
subordinates will be that where eficiency in terms of supervision and control is
maximum.

5. Explain the functions of Management. [MODEL QUESTION]
Answer:
The managerial functions are described as under:
1. Planning

Planning is pre-action stage function and precedes all other managerial functions.
Whatever a manager does, he does through making plans. Managerial planning draws
up a blue print of activities to be undertaken.
t is planning-a manager has to decide what to do, when to do, how to do and who
IS to do a particular task. Planning requires a mental exercise, a keen foresight, and
analytical mind of managers.

2. Organizing
Organizing act as the nucleus around which the members ofa group can unite their
maximum efforts to the achievement of accomplished goals.
Managers, through organizing, knit all its segments to operate together to achieve the
stated goals and bring unity in direction.

3. Directing
Directing is one of the main functions ofa manager which is directly concerned with
the task of guiding, influencing. supervising the subordinates and let them understand
and contribute to attain the organizational objectives and goals in an effective and
efficient manner.
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4. Motivating

Motivation is a powerful instrument in the hands of management for inspiring the
Workforce of the organization. It is a dynamic force setting a person into motion and
action.

Moivation is a managerial action to inspire, encourage and impel organizational
people to take appropriate action.

5. Controlling
Controlling function of management is related to all other functions of management
and the other functions of management can not be completed efficiently without the
performance of an effective control function.
Management functions of control is concerned with measurement of actual
performance, comparing the actual performance with the standards set by the plansS
and detecting deviations, if any, and providing remedial measures to ensure the
attainment of pre-determined objectives in accordance with the plans.
hus, control function of management is the completion of the cycle of the
management process.

6. Decision Making
Decision-making is the soul of management process.

Peter E. Drucker said, "Whatever a manager does, he does through decision
making".
John McDonald said, "the business executive is by profession a decision maker.
In fact, the very determination of objectives. policies, strategies. programmes,
procedures, etc. of the enterprise is a decision making process.

7. Staffing
The stafing function of amanager involves managing the organization structure

through proper and effective selection of right people, at right time and right place,
appraisal and development of people to fill the roles designed into the structure.

8. Communication
A Manager, through an efficient and effective system of communication, has to tell
the subordinates what they are required to do, how to do it and when to do it.

Communication, on the part of manager, acts as the tool for direction, leadership and
control and helps the manager to arrive at a decision on vital matters.

9. Coordinating
>Coordination is an integrative process of ordering and sequencing of different

activities carried on in different parts of the organization.
A manager, through coordination, is able to make the internal parts of the whole
organization operative in an integrated, balanced and synchronized way.

10. Representing
>A manager. being a spokesman for his unit, is to represent his unit by providing

relevant information to outside groups, such as, government officials, civic groups,
industry associations, unions, financial institutions, other companies in the industry,
customers, suppliers and the public in general.
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Managerial functions at a glance

Plannung

Organizin

Cotrolin

Direeting

TAiCukn
MANAGIRIAIL

FUNCTOONS
Mounalung

Communicatng

Coordmalung

LLong Answer TypeQuestions

1,fte sAOrt notes on the following:
WBUT 2013, 2016, 2017

WBUT 2014]b) Decertralizatian
Ansuer:
a) MBO:

NManagement by objectives (MBO) is a philosophy as also an approach. Objectives
ae the endstowards which the activities of an enterprise are directed. Objectives or
gaels provide direction to various activities of the enterprise. They reflect a future
Stae 01 altars. u ich an enterprise strives to realize or achieve.
tn MBO approach, the superior and the subordinate managers jointly identify the
camman objectives (gals). define each individual"'s major areas of responsibility in
terms of the results expected of him.
The thrust of MBO is on what must be accomplished, that is, the 'goals', but not how
it is to be accomplished, tha, is methods.
Fundamerial to the MBO philosophy is the mutual setting of objectives (goals)
between each superior and subordinate, where subordinates are given opportunity to
set objectives for their key areas of responsibility.
MBO is a result-centered process. All are to be aware of the fundamental change in
thinking from 'Doing' to "Results.
Through MBO, control over people shifts to control over operations.

The superior is available for advice, direction and counsel,if situation calls for on the
part of the subordinate.
Once the objectives are identified by mutual understanding, they are used as
standards' for evaluating the performance of the subordinates in quantitative terms.
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Setting of objectives for the entire cnterprise, though begins at the top, these are also
used as guides to set goals at the successive levels of the enterprise,

b) Decentralization:
Decentralization / Decentralization of Authority
Concept and Meaning
The literal meaning of the word decentralization is dispersal or 'spreading out from

a centre . In other words, it implies extension of delegation of authority from the top
to the lowest possible level ofan organization.
According to Louis A. Allen, decentralization refers to the systematic effort to
delegate to the lowest levels ali authority except that which can only be exercised at
central points. Thus. decentralization refers to the delegation and spreading out of
aulhorities subject to overall control by the central points.
Decentralization may be used when performance is spread over many branches
Situated at different geographical areas and divided among different departments on
the basis of their functions or products.
In a truly decentralized organization, both control and freedom are blended in
equitable proportions so as to enable synergistic effect on the overall organizational
performance and effectiveness.

For example, Indian railways are divided by multi-divisions and each division is
headed by one Divisional Railway Manager (DRM). In this way the administration of
entire railway system is decentralized. But the ultimate control is with the central
points. Railway Ministry/Railway Board). Similar is the case with Life Insurance
Corporation of India (LICI).
In the context of decentralization, one question may arise as to the 'degree of
decentralization'. According to Harold Koontz and Cyrill O'Donnell
centralization and decentralization are tendencies". Both the tendencies shall co
exist in an organization.
To conclude, a high degree of decentralization of decision making authority is
appropriate tor the organization which is large sized. having multi product and multi
production units and geographically dispersed.
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MANACEMENT & SOCIETY

Multiple Choice Type Questions

1. A set of principles that govern the right conduct of a person or the members of
any profession that identifies what is rightwrong, fair/unfair or properlimproper is

WBUT 2016]
b) Corporate social responsibility

d) Controlling function of management

known as
a) Code of ethics
c) Organisation effectiveness

Answer: (a)

Short Answer Type Questions

1. What do you mean by "Social Responsibilities of Business"?
[MODEL QUESTION]

Answer:
Managers concemed with business planning. implementation and control are
epected to acts as agents of social change and not only as agents of economical and
technical change. They are called upon to play the role of system-regulator in order
to keep business operations in tune and harmony with the environment.
Management is now interested in social results along with economic results..

Society wanis its soCial resources to be used as wisely as its economic resources.
Social needs and goals are now compelling management to work toward high quality
of life as well as toward high economic productivity.

Social Responsibility: Meaning
Social Responsibility refers to an intelligent and objective concern for the genuine
welfare of the society.

Definition:
H. R Bowen has defined the concept of social responsibility as "obligation (of
managers) 10 pursue those policies, to make those decisions, or to follow those lines
of action which are desirable in terms of the objectives and values of our society".
According to George A. Steiner, in the real sense, the assumption of social
responsibilities implies recognition and understanding of the aspirations of the
society and determination to contribute to its achievement.

Long AnswerType Questions

1. Write short notes on the following:
(a) Córporate Social Responsibility.

) Corporate Governanc
[WBUT 2015]
WBUT 2017]
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Answer:
a) Corporate Social Responsibility:

AS a result of rising public expectations from business, social responsibility,
TOrmuanon of corporate social policy has assumed great importance in the mission
or creed of an enterprise reflecting values and philosophy of top management.
The principles of the concept of C.S.R. have long been a part of enlightened business
strategy.

Elements of corporate social responsibility (C.S.R.) are not a new phenómenon nor
indeed are the business practices associated with it.
CSR embraces a wide range of important but often complex and sometimes
controversial issues including health and safety, .labour rights, supply chain
management and so on.
And for companies some of these issues will be more critical than others depending
on their size, the nature of the business and where they operate in the world.
There is no "one-size-fits-all" guide for all companies on what CSR should mean for
them and what they should be doing.
There is no problem in profit. Proft is a fair and just reward for enterprise and
industry. But profit should not be falsely boosted by actions that cannot be squared
wInyour coscience. by accounting. pricing orbuying practices that unfairly reduce
the profitsearned by others or by practices that damage the health of these involved.
In short, CSR is little more than acting in a decent, honest and considerate manner as
a good citizen should but on a corporate scale. And, because it requires some initial
structuring of the business and some long-term planning and monitoring for the
business, in the longer term that turns out to be a means of achieving predictable and
stable levels of profitability.
CSR factors may take many forms, such as an increase in the prominence of
particular issues: how a business handles pollution and waste and how it treats its
Staft, how a company interacts with the local community where it has a significant
presence.
Corporate social responsibility can add significant value to a company beyond just
the protection of reputation and maintain license to operate.
Securing growth that is sustainable in the long term is a key objective for many
companies.
Companies that demonstrate responsible business practices are better positioned to
secure future growth.
Consumers increasingly distinguish between responsible companies and those that
are irresponsible, and governments and regulates are more likely to grant concession
or sell off utilities to companies that are able to demonstrate an exemplary record of
corporate responsibility.

I is important in this regard that the elements of corporate responsibility are
translated through the governance frame work into guiding principles for the business
development process.
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In doing so, a company is better able to secure long term growth on the back of

responsible business praclices.

byCorporate Governance:
Corporate governance is not just corporate management. it is something much

broader to include a fair, eflicient and transparent administration to meet certain well

defined objectives.
Corporate governance is a sysiem of structuring. operating and controlling a

company with a view to achieve long-term strategic goals to salisly share holders,

creditors einplovees. customers. government, suppliers and complying with the legal

and reulatory apart trom meeling environmental and local community needs.

Coporate govemance isthe system by which companies are directed and controlled.

Boards of dinectors are responsible lor the governance of their companies.

The shareholders role in governance is to appoint the directors and the auditor and to

satisty themselves that the appropriategovernance is in placc.

Within the overall frame work. the specific financial aspects of corporate governance

are the way in which board set financial policy and oversee its implementation,
including the use of financial controls and the process whereby they report on the

activities and the progress of the company to the share holders.
The role of auditors is to provide the shareholders with an external and objective
check on the directors final statements which form the basis of the reporting system.
A frame work of effective accountability to all the stack holders is the essence of
corporate governance.
A corporate practice in the matter of disclosure, transparency, role of directors,
degree of accountability to the share holders, lenders, regard for environmental
affairs. over all conservation of resources, cost effective managerial input and over
all public good are some of the critical issues which form part of the core of
corporate govermance.

PM-26



PRINCIPLES OF MANAGEMENT

PEOPLE MANAGEMENT

Multiple Choice Type Questions

1. The process for developing an applicant's pool for job openings inanorganization is called
a) hiring

Answer: (b)

WBUT 2013]
d) retentionb) recruitment c) selection

2. The job design would be LEAST formal in a
a) matrix structure
c) divisionalized structure

Answer: (b)

WBUT 20171
b) professional bureaucracy
d) machine bureaucracy

Short Answer Type Questions

1 What is meant by internal source of recruitment? What are the merits and
Timitations of employment tests? WBUT 2013]
Answer:
1s Part:
Sources of Recruitment: The sources of recruitment are broadly divided into two
categories Internal Sources and External Sources. Internal sources are the sources
available within an organisation, whereas the external sources are sources outside the
organisational pursuits.

Internal Sources ofRecruitnnent
When a vacancy arises in the organisation, it is given to an employee who is already on

thepay-roll. The internal sources include the following:
Present Permanent Employees: When a vacancy arises, organisations consider the
candidates from this internal source.

Temporary / Casual Employees: To fill the vacancies caused in any department, the
organisations find this source mostly at the lower level owing to availability of suitable

candidates
Retrenched / Retired Employees: The organisation accommodates the retrenched
employees due to lay-off and other causes. The cases of retired employees are also
considered for re-employnent as a gesture of their loyalty to the organisation.

Dependents ofDeceased, disahled andeftheRetired / Present Employees
Some organisations, with a view to build up image of the organisation provide
employment to the dependents of deceased. disabled, and of the retired and present

employees.

PM-27



POPULARPUBLICATIONS

20nd Part:
Employment tesis:
Employment tests refer to conducting of various types of tests to assess matching of
individuals physical, mental and temperamental patterns with the requirement of job.
This will require the use of employment test of the following types:

a) Intelligence Tests
b) Aptitude Tests
c) Proficiency Tests
d) Interest Tests
e) Personality Tests

The advantages/ merits ofdifterent employment tests are cited below:
Individuals differ in almost all aspects. They differ with respect to physical
charactenstics capacity, level of mental ability, their likes and dislikes and also with
respect to personality traits. Employment tests minimizes the chance of error in
selecting the wrong candidates for different job positions.

(a) Intelligence Tests: This test is done to assess the mental capaçity of an applicant.
(b) Aptitude Tests: This test measures an applicant's capacity or latent ability and his

potentíal for development.
(c) Proficiency Tests: These tests are used to test the level of knowledge and

proficiency acquired by an applicant. The other names of proficiency tests are
performance, occupational or trade tests.

(d) Interest Tests: Interest tests are used to identify the patterns of interest, the likes anddislikes of a candidate, that is, areas in which the candidate shows special interest,
tascination and involvement.

(e) Personality Tests: These tests are used to prove for the qualities of the personality asa whole, the combinatíon of traits like self-confidence, emotional intelligence,
sociability, conformity, decisiveness and impulsiveness, etc.

Limitations of Employment tests
Matching of individual's physical, mental and temperamental pattern with therequirement ofjob or field of training is a difficult task.
Through employment tests are accepted as useful tool they are criticized against
deprived sections of the community.

These tests may have to be too dull as a selection device.
Though employment tests prove deeply to discover clues to an individual's value
system,emotional reaction, maturity and characteristic mood, yet such tests may not
suceessfully predict job success.

2What is job satisfaction? What are the factors which determine job satisfaction?
WBUT 2013]
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Answer:

Job satisfaction refers to thesatisfaction which one individual gets from hiS work or
by performing it.
In other words, a feeling of fulfillment or strong and well established attitudes which
a worker/employee gets by performing a particular job/task can be reterred to as Joo
satisfaction.
Job satisfaction is highly related to work related behaviour and it can be expressed
as- one's feelings towards one's job.

he terms job satisfaction and "attitudes' are used interchangeably, but the positve
attitudes towards the job indicate job-satisfaction. while the negative attitudes
towards a job indicate job-dissatisfactions.

Positive consequences of job satisfaction
High employee tunover

Lower absenteeism
Reduced accidents
Less job-related stress, and
Enjoyment of better mental and physical health.

Factors determining job satisfaction
Pride in the work-group

Intrinsic job satisfaction
Involvement with the organization, and
Job status fnancial and non-financial satisfaction

3.Differentiate between recruitment and selection. WBUT 2014]
Answer:
Distinction between recruitment and selection

Recruitment Selection
1. The term recruitment stands for . The selection process
discovering the source/sources wherefrom
the prospective candidates will be selected
to cater to the needs of the organisation.

starts after
recruitment. From among those who are
recruited. after identifying and evaluating
the sources of human resources and
searching for prospective employee, the
management has to perform the function of
selecting the right candidate at the right time
atthe right place.

2. Itis the process of searching out of better 2. Selection means choosing
candidates for matching actual or anticipated| number of those applicants who are most
manpower requirement of the organisation.

from the

likely considered for possible employment.
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Recruitment Sclection
3. It is a process of climinating or wecding

process of determining the number and kind out unpromising and unsuitable candidates
identitication. | and finally arriving at the nmost suitable onc.

3. Recruitment refers to the procedure

of human resources.
finding then oul and

attracting them towards the organisation.

4. Recruitment is apositiveactivity.

evaluation and

4.Sclection is a negativeactivity.

4. Whatare the ways of managing stress in an organization? WBUT 2014]
OR,

Write short note on Stress Management techniques WBUT 2017]

Answer:
#ays of managing stress in an organization

1. Creating of a supportive organizational structure and culture:
An organization with decentralized and organic structure and design, with

participative decision making and upward communication flow may create a more
supportive climate. a collaborative cullure in the organization. This will give the
employees more control over their tasks and as a result the work environment would
be less stressful.

2. Redesigning the jobs:
Ihe jobs must be designed to provide oppotunities for advancement, recognition,

responsibility and growth.
It is essential for the organization to design jobs so that stress can be eliminated,
motivation can be enhanced and satisfaction of the employees and their perfomance
can be improved.
It also involves enriching the jobs by providing responsibility, opportunities for
achievement and recognition.
It also involves in improving the core job characteristics like skill variety, task
identity. autonomy. etc.
Thus, job redesign and enrichment enhances motivation and leads to. more
challenging assignment, more meaningfül work and more control over the
employee's own work environment.
Redesigned jobs will help overcome work-stress and also enhance quality of work-
life.

3. Employee wellness programmes:
Employee wellness programme focus on overall physical as well as mental health of
the employees.
Organisations organize workshops 10 guide their employees quit smoking, control
alcohol use, eat better and develop a regular physical fitness (exercise) prograinme.
Thus, wellness programmes help in reducing stress at the work place.
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5/Define the five different steps of selection process. WBUT 2016Answer:
There is no such standard process of selection that can be adapted by all the organizationsand in all the areas. As such, each organization may follow any one or the possibiecombination of procedures of selection as per their convenient and suitability.

Howeve, the five different steps of selection processes by modern organizations toget are listed as follows:

i) Receiving Applications
The selection process starts when application are received by the personnel/HRdepartment.

ii) Scrutiny of Applicationss
All applications received have to be scrutinized by the HR department in order toeliminate those applicants do not fulfill job requirements.

ii) Application Blank
Application lank is a traditional and widely used method for securing needed information
from the prospective candidates. Some organizations ask the candidates to fill up the
application blank in their own handwriting to make tentative inferences regarding his
suitability for employment. It can also be used as a device to screen out the applicants at
the preliminary level.

iv) Written Examination
Conducting written examination has now become the usual practice in most of the
organizations for the appointment of personnel from clerks to managerial levels, Such
examinations are conducted to measure the candidate's ability in arithmetical
calculations, understanding the candidate's attitude, aptitude, reasoning and knowledge in
various disciplines.

v) Preliminary Interview
The basic purpose of this interview is to screen out the unsuitable or unqualified
candidates. Such interviews are short and done for sizing up of the applicants or
Screening interviews.

PM-31



POPULAR PUBLICATIONS

Successive Hurdles Involved in the Selection Process: At A Glance

/
R

Note: M= Hurdles: R = Rejections

5. What are the intermal and external sources of recruitment? WBUT 2017]
Answer:

Internal Sources of Recruitment
When a vacancy arises in the organisation, it is given to an employee who is already on
the pay-roll. The internal sources include the following:
Present Permanent Employees
When a vacancy arises. organisations consider the candidates from this internal source.

Temporary/ Casual Employees
To fill the vacancies caused in any department, the organisations find this source mostly
at the lower level owing to availabilityof suitable candidates.

Retrenched / Retired Employees
The organisation accommodates the retrenched employees due to lay-off and other
causes. The cases of retired employees are also considered for re-employment as a
gesture of their loyalty to the organisation.
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Dependents of Deceased, disabled and of the Retired/ Present Employees
Some organisations, with a view to build up image of the organisation provide
empioyment to the dependents of deceased, disabled, and of the retired and present
employees.

External sources of Recruitment
When the vacancies are filled in by employing people from outside the organisation, it is

said to be the, recruitment from external sources. The external sources include the
following:

Employment Exchanges
lt is often used as a source of recruitment. In certain cases it has been made
obligatory for the organisations to notify their vacancies to the employment
exchange.
Advertisement in News Papers and Professional Journals
This method is frequently used for recruiting skilled workers, clerical and higher
level staff both technical and managerial.
Recommendations of Existing Employees
Some companies/organisations encourage their existing employees to assist them in
getting applications from persons who are known to them.
Trade/ LabourUnions

Trade unions also supply skilled, semiskilled and manual workers to the
organisations. There may be an agreement between the management and trade/labour
unions that certain categories of employees are to be recruited on the basis of the
recommendation of trade/labour union.

Casual Applicants
Sometimes, job seekers send their applications directly to the organization.
Organisations keep a record of these direct applicants and whenever they need, they
refer to their own records and inform thejob seekers of their job requirements. Very
often they are recruited, if they are found matching and suitable for the job.
Recruitment Consultancy Firms/ Consultants
Recruitment consultancy firms and consultant's act as an intermediary organisation
between the job seekers and the organisation. They provide services to the client
companies by charging fees in respect of recruitment and selection of candidates.
Most of the organisations depend on this source for specialised positions and
executive positions.
Employment Bureaus of Professional Institutions
Organisations refer to the employment bureaus of professional .institutions like Indian
Institute of Engineers, Institute of cost and works Accountants of India, Institute of
Chartered Accountants, Institute of Company Secretaries, etc, for recruitment of
professionals in the higher positions. Whenever asked for by any organisations, they
send candidates for the purpose.
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Recruitment through Internet Job Sites
Reeruitment through intemet / job sites have now become very popular to the job
seekers because of its global reach. Organisations also get the opportunity of
attracting the best talents to suit their purposes.

7. Make distinction between 'Eustress' and 'Distress'. (MODEL QUESTION]

Answer:
The components of stress are of two types (1) Eustress and (i) Distress
i) Eustress
The stress generated by desirable and successful effects is said to be 'eustress'.
Eustress is a positive, healthy and developmental stress response that offers an

opportunity for one to gain something.

Eustress acts as a motivator and some level ofstress may lead to better performance.

Eustress is the pleasant side of stress caused by good things (positive), like, an
emplovee of an organization is offered promotion at a preferred location.

ü) Distress
The stress generated by undesirable outcomes is said to be 'distress'.
When stress is thought to be caused by something bad, it is a form of distress.
Distress is the term used to describe negative stress.

Distresstnegative) is associated with alcoholism, absenteeism, drug abuse and variety
of social, physical, emotional and organizational problems

8. Define Stress. [MODEL QUESTION]
Answer:
Meaning of Stress

The word 'stress' is not a new one. Hans Selye, a renowned medical researcher used
the term 'stress' first to describe the body's biological response mechanisms.
In simple sense, stress may be defined as a state of mind which reflects certain
biochemical reactions in the human body which is generated due to confrontatton
with an opportunity, constraint and demands.
Thus. the term "stress may be referred to as the body's physical, mental and
chemical reactions which is exposed by a sense of tension, depression and anxiety
and is caused by certain forces that cannot be met by the resources available to the
person concemed.

Definitions of stress by eminent thinkers
According to S. P. Robbins, "Stress is dynamic condition in which an individual is

confronted with an opportunity. constraint, or demand related to what he or she
desires and for which the outcome is perceived to be bòth uncertain and ímportant."
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A. Beehr and J. E. Newman define job stress as "a condition arising from the
interaction of people and their jobs and characterized by changes within people that

force them to deviate them from their normal functioning.
According to John M. Lvancevish and Michael T. Matteson, stress is an adaplve
response, mediated by individual differences and or psychological processes, wnicn

uence or any external (environmental) action, situation, or event that
places excessive psychological and/or physical demands upon a person.

L Long Answer Type Questions

1Deecribe In details the various training methods? How does training differtrom
development? WBUT 2014]

OR,
Describe in details the various training methods. How does training differ from
development?
Answer
1s Part:
Various Training Methods
A. ON-THE-JOB training

Under this method, an employee is instructed by some experienced employee or

WBUT 2017]

a special instructor or supervisor.

> Trainees learn the jobs under the watchful eyes of the supervisor or experienced
skilled worker.

On-the-job training may take any one or more of the following forums:

(1) Coaching
Under coaching system. the trainee is placed under a particular supervisor who

functions as a coach and teaches job knowledge and skills to the trainee.

(2) Job position rotation
Job rotation is a systematic programme of rotating and interchanging trainees

from one job to another, throughout the organization for a considerable period of

.time.
(3) Job instruction or training through step by step

Under this method, an experienced trainer explains the trainee, through step the

way of doing the jobs, job knowledge and skills necessary for accomplishing the

job. After that, the trainer, allows the trainee to perform the job as explained by

him
(4) Under study

The under study method makes trainee an assistant to the current job- holder.

Under this method, the trainee learns by. experience, observation and imitation
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5) Apprenticeship training
The governments. both central and state. have passed laws which makes it

obligatory on certain employers to provide apprenticeship training.
(6) Vestibule training

Vestibule training is an extension of the on the -job training away from the
production centre.

(7) Multiple Management
Multiple

appointment of management boards to function independently in all the functions
of the organization.

management, as an effective on-the-job training, implies the

B. OFF-THEJOB training
Offthe-job training. by name. implies that the trainees are separated from their
actual work place and siluation. The trainees are required to leave their actual work
piace and devote their entire time and energy for the cause of the training only.
Off-the-job training methods are used for developing managers/executives of the
organization.

Off-ihe-job methods of training consist of the following:
Lecture method
Lecture method is the mostly used traditional method of training and developing

organizational people. It is applied for training management trainees, supervisors,
executives and some other personnel for acquiring advanced knowledge in
specific areas related to the effective perfoimance of the job.

Conference/seminar
This method involves a group of participants to pool ideas, examine and share

facts and draw conclusions, all of which contributes in attempting to arrive at
improved melhods of dealing with problems which are common subject of
discussion.

Sensitivity Training or T-Group Training or Laboratory Training
Sensitivity Training is one of the earliest and widespread techniques of

organization development.
Sensitivity training is generally conducted with a small number of
individuals/employees (10 to 15), mostly unstructured, without any agenda,
leader and predetermined goals, where the small group is aided by an expert
trainer/facilitator.

Role playing
Under this method of training. the participants are given a brief description of a

particular situation and the participants (as actors) are required to play the role as
an actor, on the basis of the oral and written description of that particular

situation.
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Case study/analysis
A case is a real life or fictional situation for studying a problem. The case Sudy
method provides the way to tackle a particular problem-situation, the method to
analyse the situation, identification of available alternative solutions and to arrivVe
at the best possible solution to a given problem-situation.

Programmed instruction/learning
The programmed instruction or programmed learning is a method in wiich tne

Subject matter of the learning or instruction is presented in a sequential order
from simple to complex.

In basket method/exercise
Under this method, the trainee or the learner is presented with samples of papers

and files in a tray/basket containing administrative problems.
Management games/business games
Management or business game is a simulation exercise in which the participants

are required to take a series of decisions relating to imaginary organizational
problems at different time periods.

Incident process method
The incident method is a process in which an incident is presented to the

participants (trainee) and the facts about the incident are developed by the
questions asked by the participants.

2n Part:
The difference between training and development are shown below:

Training Developmen
Training means learning the basic knowledge| Development is the aftermath oftraining.
and skills necessary for doing a particular job refers to the growth of the individual in all

or a group ofjobs respects.
Training is used for acquiring technological Development is used for a long term

knowledge by a worker to make him a right| methodical and organized process by means
of which organizational people acquirc the
philosophical and conceptual wisdom for

person for the right job or for promotion.

general application.
Training
technical, mechanical and operational areas.

s related to instructions for Development implies knowledge and
application of theories and conceptions. It
signifies the overall improvement in thel
capacity of work performance, growth in
personality and leadership ability and it leads
the individuals toreachat thematurity level.

Training programmes are generally, designed Development programmes are not designed
for particular purposes, like training in for any particular area or areas,
technical/ mechanical areas, behavioural areasdevelopment is the wisdom for. long run

and operational areas,etc. purposes.
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WBUT 2015]
2. Briefly discuss the main techniques of performance appraisal.

Answer:
The modern mcthods are discussed below:

I. Assessment Centre

The method 'assessment centre was first applied in Germany, in 1930, to

appraise army ofliccrs. Gradually. this method got popularity in many countries

including lIndia.

The assessment centre method or technique in primarily designed to identity and

evaluate the managerial potential for future performance.

The assessmeni centre is a central location where the potential managers/

executives trom diflerent departments are brought together tor 2 - 3 days to

participate in well-designed simulated exercises.

These centres are basically designed for evaluating the potential of candidates for

promotion. training and development.

The trainees are assessed by senior managers and HR specialistS who record the

trainees behaviour and the judgement of these behaviour is pooled and ranked.

Lastly. the evaluation give their assessment about the trainee/ assesse.

2. Appraisals by results/ management by objectives (MBO)

Management by objectives (MBO) is a philosophy as also an approach.

Objectives are the ends towards which the activities of an enterprise are directed.

Objectives or goals provide direction to various activities of the enterprise. They

retlect a future state ol aftairs. which an enterprise strives to realize or achieve.

.In MBO approach. the superior and the subordinate managers jointlyidentifythe
common objectives (goals). define each individual's major areas of responsibility
in terms of the results expected of him.

The thrust of MBO is on what must be accomplished, that is, the 'goals', but not
how it is to be accomplished, that, is methods.
Fundamental to the MBO philosophy is the mutual setting of objectives (goals)
between each superior and subordinate, where subordinates are given opportunity
to set objectives for their key areas of responsibility.
MBO is a result-centered process. All are to be aware of the fundamental change
in thinking from 'Doing' to 'Results.
Through MBO. control over people shifts to control over operations.

Thesuperior is available tor advice, direction and counsel. if situation calls for
on the parnt of the subordinate.
Once the objectives are identified by mutual understanding. hey are used as
'standards for evaluating the performance of the subordinates in quantitative
terms.
Setting of objectives for the entire enterprise, though begins at the top, these are
also used as guides to set goals at the successive levels of the enterprise.
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3. Behaviourally anchored rating scales (BARS)
BARS IS a comparatively developed method of performance appraisa wn"combine major elements of the critical incident and adjective rating scale

method.

Through this method, the effective and ineffective behaviours are described more
objectively.
BARS specify definite, observable and measurable job behaviour.
BARS are the descriptions of various degrees of behaviour in respect or a
specific performance dimension.
Under this method, some standard statements are provided for each performancearea and are put on the scales in BARS.
Generally, each bar is scaled from 1 to 9, where rating ofI (One) representsS
most ineffective performance and the 9 (nine) represents the highest ratingg
for most effective performance.
Applying this method. the indentified incidents which have high rate of score on
performance effectiveness are retained for use as ANCHORS on the
performance dimension.

4. 360-Degree Appraisals
The concept of 360-Degree appraisal was first developed and formally
introduced by the General Electric Company (GEC), USA in 1992.
Now, this appraisal method is largely being used throughout the globe including
India.

Through this appraisal method. all round performance information of all
employees in respect of their skills, abilities and behaviour is collected from his
peers, subordinates, supervisors, customers and clients, with whom he interacts
during his job performance.

Information collected from all these appraisers are compiled and individualized
reports are prepared.
As a part of feedback. these reports are presented to the employees being rated,
and the information would be used for developmental purposes.
In India. organizations like Infosys technologies. Wipro Corporation and
Reliance Industries etc. have been using this method as a part of the performance
appraisal method.

3. Write.short notes on the following:
a)Stress Management
bJob design

WBUT 2013]
WBUT 2017
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Answer:
a) Stress Management:

The word 'stress' is not a new one. Hans Selye. a renowned medical researcher uscd

the term 'stress' first to describe the body's biological response mechanisms.

Thus. the term 'stress may be referred to as the body's physical, mental and

chemical reactions which is exposed by a sense of tension, depression and anxiety

and is caused by certain forces that cannot be met by the resources available to the
person concemed

The various factors/causes or sources of stress are classified into four broad categories as

under
c) Organizational factors/stressors
d) Group factors/ stressors
e)individual factors / stressors.

Environmental factors/ stressors

1. Management of stress
Creating ofa supportive organizational structure and culture:

An organization with decentralized and organic structure and design, with
participative decision making and upward communication flow may create a more
supportive climate. a collaborative culture in the organization. This will give the
employees more control over their tasks and as a result the work environment would
be less sressful.

2. Redesigning the job:
The jobs must be designed to provide opportunities for advancement, recognition,
responsibility and growth.
It is essential for the organization to design jobs so that stress can be eliminated,
mottvation can be enhanced and satisfaction of the employees and their performance
can be improved.
It also involves enriching the jobs by providing responsibility, opportunities for
achievement and recognition.

t also involves in improving the core job characteristics like skill variety, task
identity. autonomy, etc.
Thus. job redesign and enrichment enhances motivation and leads to more
challenging assignment, more meaningful work and more control over the
employee's own work environment.
Redesigned jobs will help overcome work-stress and also enhance quality of work-
life.
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3. Employee wellness programmes:
Employee wellness programme focus on overall physical as well as mental health ot
the employees.
Organisations organize workshops to guide their employees quit smoking, controlalcohol use, eat better and develop a regular physical fitness (exercise) programne.
Thys wellness programmes help in reducing stress at the work place.

b Job design:
Job Design or Work Re-design refers to the system of specifying the workijobactivities of an individual or group in an organisation.
The philosophy behind job design is to develop job structures that meet therequirements of the organisation and its technology and which helps the job-holdersto fulfill their physical and psychological needs.
Through job design work-stress can be reduced, motivation of the workforce can beenhanced and job satistaction of the workforce and their performance can be soimproved that results in improved productivity.
One of the more recent job design strategies involves the area of time scheduling
known as Flexitime. This schedule substitutes the old and rigid 10 to 5 workingschedule and gives the worker the flexibility to arrange his/her own working hourswithin reason and in compliance with the organisation situation.
To conclude, Work redesign involves changing the nature of work so that it induces
a higher level of motivation to the employees. Through introduction of work
redesign work activities become more challenging, and the organization becomes
people-oriented instead of machine-oriented.

Approaches to Job Design
Job Design approaches are usually considered to have begun with the scientific
management movement, of which the pioneering thinkers were F. W. Taylor and Frank
Giulbreth.

here are six approaches to job design. They are:
) Job enlargement
ii) Job rotation
ii) Job enrichment,
iv) Job engineering8

v)Socio-technical systems and
vi) Ergonomics

[MODEL QUESTIONI4.What do you mean by the term 'Recruitment'?
Answer:

Recruitment means the process of searching out of better candidates for matching
Cual or anticipated manpower requirement of the organisation.
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In simple sense. the term recruitment stands for discovering the source/sources

wherefrom the prospective candidates will be selected to cater to the needs of the

organisation.

Edwin B Fippo, in his book 'Personnel Management', has defined recruitment as

"the process of searching for prospective employces and stimulating them to apply

for jobs in the organisation".

Tina Agrell, in the bouk "Recruitment Techniques" opines that "Recruitment means

announcing job opportunities to the public in such a way thal a good member of

suitable people will apply for them".

To Sum up, Recruitment means the positive process of searching out desired
candidates for matching actual or anticipated human resource requirement of the
organisativn.
Recruitmem is the process which enables an organisation to provide a substantially
large pool of potential candidates for the organisation so that requisite talents will be
available for each job whenever need arises.
Again. specialized recruiting is generally used for recruiting specialists and higher
level executives, while general recruitment
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CUSTOMER MANAGEMENT

Multiple Choice Type Questions
1. Which of the following gives suggestions for new product and also helps to
market new products?

a) existing products and servicesc) federal government
Answer: (d)

WBUT 2013]
b) distribution channels
d) consumers

2. Which of these is not a function of marketing department?a) Selling
c) Product Packaging

Answer: (b)

[WBUT 2014]b) Grievance handling
d) Advertising

3. Which of the following is not a function of Marketing department? WBUT 2015]a) Selling
c) Product Packaging

Answer: (a)

b) Grievance handling
d) Advertising

That the company that overlooks new and better ways to do things willeventually lose customers to another company that has found a better way ofserving customer needs is a major tenet ofa) innovative marketing
b) consumer-oriented marketing
c) value marketing
d) sense-of-mission marketing

Answer: (a)

4.

WBUT 2017]

Long AnswerType Questions
1. a) Differentiate between marketing and selling. WBUT 2013]Answer:

Marketing Selling
1. Marketing is a comprehensive ideaand has1. Selling is a part of marketing and has a

narrowa wide scope. scope. lt is a sub-activity of
marketingg.

The goal of marketing to learn profit 2. The goal of selling is to increase the
through satisfaction of customer demand. Quantum of profit through increase in sales

volume.

Marketing is customer-oriented as it| 3. Selling is product-oriented, as it stresses on
Stresses the importance on the demand,

LPreference and liking of thecustomers

3.

the needs of sellers.
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Marketing Sclling
4.Consumersatisfaction is the main function 4. Seller satisfaction is the main function of |
of marketing. sclling, that is. ensure about the sale of goods

i.e., conversion of products into cash.

S. Market analysis. planning and control etc. | 5. In case of selling, market analysis planning
are considerod to bemuch impotant.

6. Markcting is an opcn. dignified and 6. The means adopted in selling may include
authentic management activity with little| crude exaggeration, halftruths and even lies.

TOum for devious.
7. Marketing stresses importance on long- 7. Selling is a mere tactical and routine
term needs as well as long-term strategy.

and control are quite in significant.

activity and stresses only on short-term needs
and short-terin strategy.

b) What is marketing_mix?..Discuss the elements of marketing mix and its
implications in marketing planning.
Answer:

[WBUT 2013, 2016]

1 part:
Marketing Mix' refers to the set of controllable, tactical marketing tools that the
business firms biend to produce the response it wants in the target market.
In other words. marketing mix is the mixture of controllable marketing elements like
activiies, toois or instruments. that the fim uses to pursue the desired level ofsales
in the target market.
The marketing mix consists of everything the firm can do to influence the demand for
its product

2 part:
Elements of the Marketing Mix
1. Product mix

Product means the 'goods and service' combination the firm offers to the target
market.

The product is he most important element of 1he marketing mix. The product
must be capable of satisfying not only the present but also the potential
customers. The quality standard. type and characteristics of the product must be
such as to satisfy the tastes, fashions and preferences of the general buyers.
Marketing activities like standardization. grading, branding. packing and
packaging eic are included in the product mix.

2. Price mix
*Price' resers 1o the amount of money customers have to pay to obtain the

product.

> The success or failure of a sirm depends solely on the availability of price lor
goods.
While determining pricing policy. the effects of both the internal and externa
factors are to be duly considered.
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3. Promotion Mix

Promotion refers to the activities that communicate the merit ofthe product and

persuade the customers to buy the product.
Promotion mix can be exccuted with the help of advertising. personal selling
sales promotion and salesmanship. creating goodwill in the market, etc.

4. PlacePhysical Distribution Mix
Place/physical distribution refers to the activities that make the product available

1o the target consumers.

Selection of the marketing channel. warehousing, transporting and logistics etc.
are needed for the distribution of the product.

Diagram showing the marketing mix

The Product Miv The Pnce Mix

Marketng Mix

The plsce
phy sical

distribution

The
Promotion

Mix
tnix

Implications in marketing planning:
Marketing mix is a plan to analyse marketing problems and act as important tool used

le marketing managers to plan and design the process of marketing in an
organisation.
Marketing process is conditioned by certain controllable" and non-controllable'
elements. Controllable elements are within the hold of an organisation and therefore,

have to be properly shaped to achieve marketing goals. The controllable elements are
'mixed' by grouping them into four variables (4Ps) and termed as 'marketing mix.
Again. the concept of marketing mix is useful in designing a marketing strategy to
meet the "uncontrollable" or to nulity their eftects. They uncontrollable that is the
external factors or market forces are: consumers buying behaviour, traders
behaviour. competitors' behaviour and Government behaviour.
Marketing problems have become complex and 'mix' can answer various problems
in a manner that satisty consumers.
Better utilization of resources is possible through marketing mix by blending of
policies of strategy.
Marketing mix is an optimum combination of all marketing ingredients and this
ensures the realization of the goals of the organisation.

Marketing mix is not a static concept. it changes with the change in marketing
conditions and environment.
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2/Discuss the various Sales Promotion methods that a company can undertake to

increase sales of its products. WBUT 2013]

Answer:
The measures adopted for increasing the volume of sales of' a company are called the

methods of sales promotion. Though the advertisement and salesmanship are the

important means of sales increase. yct there are other few measures of sales promotion

like distribution of samples. concession. fair and exhibitions, distribution of free-gifts,

ISsue coupon. competition. lottery. purehase incentives. arrangement of football or cricket

match. etc.
Press Advertising
Press can be regarded as the most powerful media in the field of Advertisement.

It includes newspapers. magazines. trade and technical journals and others.

Newspapers have a general and wide appeal and they are truly a way of life to

mOst of the literate people.
Magazine and trade and technical jourmal advertisement have a longer time span.

Mural/Outdoor Advertising
Mural or outdoor advertising has a long life and wide appeal

Such advertising consists of promotional message on billboards, hoardings,

posters and signs which can attract the attention of numerous people.

The favourable places of hoarding advertisement are- important road crossings

overhead road bridges. the gate of fair and exhibition and a nearby place of a

cinema hal.
Mail Advertising/Direct Mail

Direct mail resers to any advertising sent by mail that is through post office

which includes sales letters. folders. pamphlets, booklets, categories and the like.

It is the most personal and selective media and the results of direct mail

advertising can be checked by means of an offer incorporate in the mailing.

Advertising through sample distribution
Business firms distribute samples to the people at free of cost to get the public

acquaintance w ith the product and its quality.

Distribution of medicine to 1he doctors at a free of cost and distribution of
specimen books to the professors/teachers are the examples of this medium.

Point of purchase advertising (P.O.P)

Point of purchase is the exact point where the customers are reminded finally

about a product.

P.O.P includes window display counter display. special displays and shows
showrooms, etc.

Exhibition/Trade Fairs
An exhibition/Trade fair is an extension of market place.

Exhibitions/trade fairs range from a small local level to national or international

levels.
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Exhibition/trade fairs attract a large number of persons from different places.They are considered as one of the best means of advertising..RadioAdvertisement
Radio advertisement has a very wide appeal. Here, repeat message is quitecommon. It is suitable even for illiterate people.Radio Advertisementhas a memory value.> Sponsored commercial programs are used through F.M channels.Television Advertisement
Television uses both video (sight) and audio (sound) signals. It can appeathrough ear as well as eye.

Television reaches the audience almost like personal face-to-face contact. It is animportant means of mass communication for creating market..Cinema/Film Advertising
» Films of different kinds serve as a media of audio-visual appeal.> Cine-goers are familiar with such films/slides which are shown in cinema housesbefore the start of the feature film and at the time of interval.Transit Advertising
It consists ofcar-card advertising which may be located within buses, taxi cabs,railway coaches, tram cars and other public transports.It has high readership and it can reach pedestrians and travelling public.Sandwich men
They are hired professionals who move in a gathering with boards and notices forgetting attention of the public.

Specialty Advertisement
Specialty Advertisement includes diaries paper weights. purses, calendars, keyrings, ball pens, etc. these articles bear some advertisement. These are given inthe hope that these will lead to customer's orders and re-orders.
Concession

Sometimes sellers allow concessions from the selling price of the goods.
Distribution of free-gifts

>The sellers sometimes arrange for distribution offree gift to the customers withan eye to increasing the demand for goods.
Contests and competitions

Contests and competitions are organized by the company among sale shops for
making them enthusiastic and interested and also for motivating them to effect
increased sales.

Organizing footbal/cricket matches
Sometimes, arrangement of football or cricket match betwveen two eminent teams

or musical programmes are made for advertising with the object of promoting
sales.
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Issue of coupons
The seller at the time of selling goods issucs coupons to the customers and the

customers may purchase goods at a privileged pricc.

Lottery
For sales promotion, sometimes provision is made for awarding prizes to the

customers through lottery

WBUT 2016]3.a) Describe different types of advertising.
} Discuss about Brand Management and Brand Equity.
Answer:
a) Various Advertising Media fall under the following categories.

PressAdvertising
Press can be regarded as the most powerful media in the field of Advertisement.

It includes newspapers, magazines. trade and technicaljournals and others.

Newspapers have a general and wide appeal and they are truly a way of life to
most of the literate people.

Magazine and trade and technical jourmal advertisement have a longer time span.
Mural/Outdoor Advertising
Mural or outdoor advertising has a long life and wvide appeal.

Such advertising consists of promotional message on billboards. hoardings,
posters and signs which can attract the attention of numerous people.
The favourable places of hoarding advertisement are - important road crossings,
overhead road bridges. the gate of fair and exhibition and a nearby place of a
cinema hal.

Mail Advertising/Direct Mail
Direct mail refers to any advertising sent by mail that is through post office
which includes sales letters. folders. pamphlets. booklets, categories and the like.

lt is the most personal and selective media and the results of direct mail
advertising can be checked by means of an offer incorporate in the mailing.

Advertising through sample distribution
Business fims distribute samples to the people al free of cost to get the public

acquaintance with th product and its quality.
> Distribution of medicine to the doctors at a free of cost and distribution of

specimen bou^s to the professors/teachers are the examples of this medium.
Point of purchase advertising (P.O.P)
Point of purchase is the exact point where the customers are reminded finally

about a product.
»P.O.P includes window display counter display, special displays and shows and

showrooms. etc.

Exhibition/Trade Fairs
An exhibition/Trade fair is an extension of market place.
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>Exhibitions/trade fairs range from asmall local level to national or internationallevels.

Exhibition/trade fairs attract a large number of persons from different places.They are considered as one of the best means of advertising..Radio Advertisement
> Radio advertisement has a very wide appeal. Here. repeat message is quitecommon. It is suitable even for illiterate people.Radio Advertisementhas a memory value.

Sponsored commercial programs are used through F.M channels.Television Advertisement
Television uses both video (sight) and audio (sound) signals. lt can appealthrough car as well as eye.
Television reaches the audience almost like personal face-to-face contact. It is animportant means of mass communication for creating market.Cinema/Film Advertising
Films ofdifferent kinds serve as a media of audio-visual appeal.Cine-goers are familiar with such films/slides which are shown in cinema housesbefore the start of the feature film and at the time of interval.Transit Advertising
It consists ofcar-card advertising which may be located within buses. taxi cabs,railway coaches, tram cars and other public transports.
> It has high readership and it can reach pedestrians and travelling public.Sandwich men
They are hired professionals who move in a gathering with boards and notices forgetting attention of the public.
Specialty Advertisement
Specialty Advertisement includes diaries paper weights. purses, calendars, keyrings, ball pens. etc. these articles bear some advertisement. These are given in

the hope that these will lead to customer's orders and re-orders.

Brand Management:
Brand Management

The word brand is broadly applied to all identifying marks and thus identifies the
product for a buyer and gives the seller a chance to earn goodwill and repeated
patronage.

Branding refers to the practice of giving a specitied name to a product or group or
products from one seller.
The specified name given to the products/s creates individuality in the product and
hus t can easily be differentiated or recognized in the market place from other
products.
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Brand management may be viewed as a tool to position a product or a service with

a consistent inmage of quality and value for money to ensure the development of a

recurring prefcrence by the consumer.

Branding is a management process by which a product is branded. lt is a general

term covering various activities like giving a brand name to a product, designing a

brand mark and establishing popularizing it.

Brand attaches diferent levels of meaning
The different levels of meaning that a brand attaches are summarized below:

Attributes: A brand attaches to the mind of the consumers certain product or service

attributes.
Benefits: A brand attaches functional and emotional benefits to its buyers of products or

services.
Values: A brand attaches values to the buyers of products or services.

Personality: A brand attaches personality to its buyers products or services.

Brand Equity:
Branding refers to the practice of giving a specified name to a product or group or
products from one seller.
The specified name given to the products/s creates individuality in the product and

thus it can easily be differentiated or recognized in the market place from other
products.
Brand Equity refers to the value of a brand considering its high brand loyalty, name
awareness. perceived quality: strong brand attachment associated with assets like
trade mark. patent and channel relationship.

WBUT 2016]. a) Define marketing research and explain its stages.
b) Define marketing mix and explain its elements.
Answer:
a) Marketing Research

The American Marketing Association defines marketing research as "the
systematic gathering. recording and analyzing of data about problems related to the
marketing of goods and services."
Richard D. Crisp defines marketing research as the "systematic, objective and
exhaustic search for and study of the facts relevant to any problem in the field of
marketing."
Marketing Research includes investigation of market segments, channel relationship,
pricing policies. effectiveness of sales people and advertisements, product
differentiation and so on.

product

Marketing Research is not restricted to any type of marketing problem, but applies to
any field of marketing activities.
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Stages of Marketing Research Process Defining and Locating the Problem
The first and foremost step to be taken by a researcher is to locate, recognize and

define the problem area which will be taken up for solution.
It is correctly said that "a problem well defined is half-solved." Clear, precise

and to the point statement of the problem itself provides clues for the solution.
Since problem definition is the first stage. useful information generated is likely

to be unstructured, qualitative, tentative and exploratory. Depending on theresults generated at this stage, the researcher would decide to extend the scope of
research or stop it here.

1. Developing the Research Plan / Research Design
It the researcher is able to state the problem correctly and precisely, he should be

able to spell out the precise objectives for the research.
> In this stage, the researcher should prepare the research design which will spe

out how the researcher is going to achieve the stated research objectives
The data collection methods, the specific research instrument and the sampling
plan that the researcher will use for collecting data and the corresponding cost, are
the elements that constitute the research design.

2. Collection of data
In this stage, the researcher should proceed with the task of collection of

information/data necessary for the problem solution from various sources.
>A research may require both primary data and secondary data.
Primary data refers to data collected by the researcher from originalsources.
It can be collected from customers, retailers. distributors, manufacturers or other

information sources.
Primary data may be collected through any of the three methods: observation,

survey and experimentation.
>In the observation method, the researcher may use a camera. tape recorder or

tally sheet in which the number of times an event occurs is recorded. The
researcher must ensure that the instrument is appropriate to the occasion and is
reliable.
In the Survey Method. the most commonly instrument is the questionnaire,
which should be tested on a limited scale and this is technically known as a pilot
survey.
After preparing the questionnaire. the researcher is to identify the source of
information, which is also called population. The researcher would select a
Small group known as sample.

Having decided to use a sample, the researcher is to draw up the sampling plan.
There are four aspects of sampling plan.

Sampling unit: Who is to be surveyed?

Sample size: How many are to be surveyed?

Sampling Procedure: How are they to be selected?

Sampling Media: How are they to be reached?
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3. Field Work
This is the stage where theresearch design has to be converted from the planning

stage to that of implementation. Therc are two stages in field work - (i) Planning
and (ii) Supervision

i) Planning Stage
How many people will be assigned to the field?

What will be their geographical areas of coverage?
How many days will be required. and

What is the pattern to be used for choosing sample units. etc?
(i) Supernision Stage

Making random checks to ensure that the data collected is genuine and
Guiding team members

4. Report presentation and implementation
At this stage. the researcher would summarize the plan in a written proposal.

With this report. the following details should be given
Objectives and Methodology in which the research objective are stated and
details of the sampling plan are described.
Summar of the conclusions and recommendations in which the main finding
of the research are highlighted.
Deteiled findings and observations in which the data which has collected is
presented in a form which is easily comprehensible.
Questionnaire and supporting instruments are to be presented in the last
section.

b)Referporuestion No. I(b) of Long Answer Type Questions.

5Writeshort note on Brand Management.
Answer:

WBUT 2014]

Refer to Question No. 3(b) ofLong Answer Type Questions.

6. a) Briefiy explain Characteristics of services. [MODEL QUESTION]
Answer:
a) Characteristics of services
Services have a number of unique characteristics that make them different from products.
The most commonly accepted characteristics are

) Intangibility
2) Inseparability
3) Heterogeneity / variability
4) Perishability
5) Ownership
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1) Intangibility
>Services cannot be seen, tasted, felt, heard orsmelled.

2) Inseparability
Services cannot be separated from the person or firm or a machine providing 1t.

Service is provided by a person who possesses a particular skill (singer). by using
cquipment to handle a tangible product (dry cleaning) or by allowing access to or
use of physical infrastructure (hotel, Irain).

3) Heterogeneity /Variability
Quality of services depends on who provides them as well as when, where and

how they are provided.
The human element is very much involved in providing and rendering services
and this makes standardisation a very difficult task to achieve.
When some one goes to a hotel. there will be a person at the reception to hand
over the key of the room. The way that person interacts with the boarder will be
an important factor for overall assessment of the service provided by the hotel.
The rooms, the food, the facilities may be all perfect. but it is the people
interacting who make all the difference between a fabourable and unfavourable
perception of the hotel.

4) Perishability
Services cannot be stored and are perishable.
Spare berths on a plane, train, unsold slots in a cinema hall represent service
capacity, which is lost forever.

5) Ownership
When a person buys a product he becomes the owner of it - be it a book, pencil.
shirt, refrigerator or car.

In case of service, the payment is not for purchase, but only for the use oraccess
or for hire of items or facilities.
By buying a cinema ticket one can see the film-show only.
A service is purchased for the benefits it provides. Detergent powder provides the
primary benefit of cleanliness: air-conditioner provides the benefit of a cool and
comfortable environment. All these are bought not because of their physical
tangible features, but because they provide certain, intangible benefits and
satisfaction.

>

b} Explain Importance of 'Branding' in marketing.
Answer:

[MODEL QUESTION]

Branding refers to the practice of giving a specified name to a product or group.or
products from one seller.
The specified name given to the products/s creates individuality in the product and
thus it can easily be differentiated or recognized in the market place from other
products.

PM-111



POPULAR PUBLICATIONS

Importance
Brand Names help to identify the product and differentiate it from otlher competing

products.
Brand names help to create confidence in goodwill for the products.

Brand names help to assure certain quality by identitying the manulacturer behind

the product.
Brand names make it easier for the seller to process orders and track down problems.

Brand names help to attract a loyal set of customers.

Brand names help the seller to segment markets.

Brand names act as a living memory to the customers.

Brand names result in more product variety and choice for customers.

Brand names help to increase shopper efticiency.

Brand names help to build the corporate image ofthe organisation.

Brand names help to enable the organisation assured control over the market, and

Brand names help to add value to the customers and the sociely.
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OPERATIONS &TECHNOLOGY
MANAGEMENT

Multiple Choice Type 9uestions
1. Total Quality Management (TQM) programmes are more likely to remain effectiveif a number of prescriptions are followed. Which of the following prescriptionsshould not be allowed?

a) quality improvement relates to operation's performance objectivesb) TQM does not become a separate 'bolt-on' set of activitiesc) slogans and exhortations about TQM's effectiveness are avoidedd) TQM should become a substitute for normal managerial leadershipAnswer: (c)

WBUT 2013]

2. In Quality Circle
a) only Top Management is involved
b) only Steering Committee members are involved
C) both (a) and (b) are involved
d) neither (a) nor (b) is involved

Answer: (b)

WBUT 2013, 2015]

3. Which one of these is a Quality control tool?
a) Pareto diagram
c) Ishikawa diagram

Answer: (d)

WBUT 2014]
b) Fish bone diagram
d) All of these

to arrive at efficiency
[WBUT 2015]

d) time

4. All management activities are measured against

b) information c) mana) money
Answer: (d)

WBUT 2015]5. Six Sigma is used
a) as a metric
C) as a management system

Answer: (a)

b) as a methodology
d) all of these

6. Which one of the following is not a step fór DMADV?
a) Define

Answer: (b)

WBUT 2015]
d) Designb) Implement c) Measure

.. representation of input-output relationship.
WBUT 2016]

d) Independent

7. Production function is a. ****

c) Falsea) Mathematical b) True
Answer: (b)
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WBUT 2016]
8. In production planning process

a) dispatching is followed by inspection process
b) follow-ups are done just after scheduling
c) routing is the first step
d) scheduling is done prior to routing

Answer: (c)

Short Answer Type Questions

WBUT 2014]A. Write short note on Quality circles.
Answer:
Quality Circle

A Quality Circle' is a small group of employees. generally numbering six to eight

members. who meet periodically to discuss and solve quality problems related to

their jobs.
The members of this small group belong to the same work area or doing similar type

of work.
A quality circle is a voluntary association of employees of the same work place and

involves concemed employees in solving work related problems and also tap their

brain poer effectively.

The reason for using Quality circles in organizations is that the employees, who do

the work and know it. can make better decision and recommendations than anyone

else.

Features of Q.C
A voluntary association of employees.
A smali group of employees

Meeting periodically

Solving qualiry problems related totheir work.
Pushingbetter decision making in organization level.

ZWhat do you mean by production and Operations Management? WBUT 2014]
Answer:
Production Management
According to Elwood S. Buffa, "Production management deals with decision making

related to production processes so that the resulling g0od or service is produced
according to specifications, in the amounts and by the schedule denmanded and at
minimum cost."
Production management deals with decision making related to production processes
in order to produce the goods or services to the specifications and quality at possible
minimum cost.
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Operatious Munagenment
> Operations management refers to the management of the entire systems atproduces a good or delivers a product.

In another words, operations management may be defined as the designing. operationand improvement of the systems that create and deliver the organisation's producisand services.
Operations management helps to ensure in getting the day-to-day job doneefficiently, effectively, without errors and at the lowest possible cost.Further.operations management helps the organisations to adapt dramaticimprovements in the area of customer service and cost reduction.

3 The following information relating to a type of raw material is available:Annual demand
Unit price
Ordering cost per order
Storage cost
Interest rate

2000 units
Rs. 20
Rs. 20
2% p.a.
8% p.a
Half-monthLcad time

Calculate economic order quantity and total annual inventory cost of the rawmaterial.
[wBUT 2016]Answer:

2000
xl5 days = 83.33 units.
360

Lead time consumption= 15 days consumption

Ordering cost = 20 Rs. Per order x 10 order.
2000Carrying cost = x20x10%= 2000 Rs.

2
D= 2000 units
Unit price = Rs. 20
Ordering cost per order = Rs. 20
Storing cost= 2% p.a
Int. rate = 8% p.a
Lead time = 15 days

EOQ=
2.D.C 2x2000x 20 80000

2
4g000 = 2000 units.

WBUT 2017]4. Assume you have a product with the following parameters:
Annual Demand = 360 units
Holding cost per year = $1.00 per unit
Order cost $100 per order
wnat is the E0Q for this product?
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Answer:

EoQ=a0
C

2360x 100

= 72000
268

S. What are the benefits of six-sigma'? [MODELQUESTION]
Answer:
Six-Sigma acts as a philosophy and method to the manutacturing/service organization to
eliminate defects in their products and processes and thus bring about a transformation in
the way the organisation's function in all the areas of its operations.

Six-Sigma - it's Benefits
The application of Six-Sigma can deliver the following benefits to an organisation.

Momentous and Radical lmprovements
Six-Sigma acts as an insrument of rapid and radical change in the entire
organisation and all its component parts.

Transformational change in the entire organisation
SI-Sigma2 acts as a philosophy and method by bringing about a transforimation in
the way the organisation's function in all areas of its operations.

Use of Common Metric
By using a Common Metric. Six-Sigma allows to readily describe the

pertormmance of a process in terms of its variability and to compare ditferent
processes.

Focus on the Customers
Customer is the focal point of six-sigma actions and six-sigma uses customer
requiremenis as the yardstick..

Un-ending and never-ending activity
Sin-Signa signifies radical improvement. as a result six-Sigma acts as an un-
ending and never-ending approach.

Comprehensive Benefit
Six-Sigma. as a quantitative methodology. approaches through. the define,
measure, analyse, improve and control cycle.

6. Write briefly on Computer Based Information System (CBIS).
[MODEL QUESTION]

Answr:
Introduction

ie widespread adupliun uf MIS sianed ilsjourney in early 1960's.
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Most largc corporations have MIS eroups whose functions are to design. implementand maintain relevant management information.
Prior to the introduction of MIS. Elcctronic Data Processing (EDP) and thneAccounting lntormation System (AIS) were the most frequently used terim toorcomputcr applications to procedures and functions.
Again. the rapid growth of computer technology pcrmitted the use of computers iorcomprehensive planning. implementation. control and decision-making functions ofmanagement in medium and large organisations. in addition to the functions of EDPand AIS such as payroll processing and administration.
Computer based MIS (CBIS) is a collection of data processing cquipment likehardware memory unit, central processing unit. data entry terminals and printers. etc..procedures related to computer programming for processing and retrieving data(software) and people to integrate various aspects of converting the raw data intoinformation that is usable for management planning. implementing. controlling anddecision-making.

Long Answer Type Questions
1.

Year Expenditure (Rs. In Crores)
2009 20
2010
2011
2012

30
35
45

2013 60
Project the business expenditure on new plant equipment for the year 2016.

WBUT 2015]Answer:
Let the trend line be given by the equation. v=u+bx -..(1) with origin at 2001 and x
unit= 3 years and y is the expenditure [in (crores)]. Using the method of least squareswe have the following two normal equations determining the values of a and b.= nu+ bEx -(2)
Xxy = uEr +bEr.-(3)

Year Expenditure ()

2009 20 40
2010 30 -30
2011

452012
60 1202013

2r=0|r =10 = 190D 2y=95
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Clearly = 5. Again from table we see 2r =0. henee from equation (2) we gel

190a = 38

and from equation (3) we get h
=9.5

Putting the values ofa and in (1). the trend line equation is given by.

'= 38-9.5x (4)
Clearly we have x = 8 for the year 2016. Hence putting x = 8 in equation (4) ve get

8-9.5»8= 38+76=114
Therefore. the estimated expenditure for 2016 is 114 F in crores).

2. The following table gives the aptitude test scores and productivity indices of 10
workers selectedat random:

Aptitude Scores 60 62 65 70 72 48 53 73 65 82
Productivity Index | 68 60 62 80 85 40 52 62 60 811

i) Estimate the productivity index of the worker whose test scoreis 92.
ii) Estimate the test score of the worker whose productivity index is 75.

WBUT 2015]
Answer:

-F
9 -I5

6 - 25
9

P $0 5 225 75

85 49 200 400 T40
40 -17 289 -25 625 425
52
62

-12 144 -132 169 I56
9 -27

65 60 25 0
82 17 289 16 256 272

650| Sl =650 =0 r =894| y = 0| = 1752 y= 1044

Regression Equation of A on lY

-X=b,(r-F)

, 1752
0.596

-65 =0.596(Y-65)
X-65 = 0.596Y - 38.74
X = 0.596} -38.74 +65
X =0.596Y' + 26.26

Estimated value of test score when productivity index is 75
X = 0.596(75)+26.26 = 44.7+ 26.26 =

70.96
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Regression equation of Y on X

Y-Y-h,X -*)
=_ 1044

, Ex 898
=1.168

Y-65=I.168(X -65)
Y-65 = 1.168X -75.92

Y =1.168X0.92 96.536

3/á) What are the 5 S processes of Kaizen?b)What are the 5 elements of Kaizen methd?c) What are the 3 MUs for Kaizen activities?

WBUT 2016]

Answer:
a) 5Sprocesses of Kaizen

What does that mean?SS
Seiri Put things inorder (Remove what is not needed and keep whatis needed)Proper Arrangement (Place things in such a way that they are easily accessiblewheneer they are needed)

Sciton

Seiso Clean (Keep thingsclean and polished; No trash or dirt in theworkplace)Standardize (Standardize the best practices & process of cleaning the workplace.|For example,developahabit ofcleaningyourworkplace.)
Commitment & Self-discipline (Develop an attitude to follow the above 4S')

Seiketsu

Shitsuke

b) 5 elements of Kaizen method
The first element of Kaizen method is TEAMWORK. There is a need for allemployees to work as a team towards achieving the desired improvement onproduction.
The second element of Kaizen method is PERSONAL DISCIPLINE. The employeesshould have self-discipline in time management. quality assurance, 'material
managenment. finance and loyalty to the company and its public.
The third element of Kaizen method is strive to KEEP MORALE UP. The employer
senior nmanagement should put in place motivational strategies in their Kaizen
concept such as better working conditions. Imerit promoting. better remuneration and
other benefits as all these give the employees a sense of belonging.
The forth element is OPPORTUNITIES to SHARE IDEAS. Giving employees the
opportunity to interact with other quality circles is very vital to the success of the
Kaizen system.

The fifth element is the OPPORTUNITY To AIR SUGGESTIONS FREELY. Al
Suggestions on the employee's side should be appreciated and welcomed freely at all
time.
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c)3 MUs for Kaizen activities
Muri MuraMuda

UnuselulnessLInreasonableness Unevenness

Shits in demand orA process. system, or
facility designed beyond
the physical capacitics
of employees

An activity within a

process that does not
add valuc. from the

delivery that lead to a

service or support
process being speed up
or slowed down

perspective of the
cquipment customer

(unstcady)

4. Write sbertnotes on the following:

TON WBUT 2013]
OR,

Totai Quality Management
b MIS

Production and Productivity
d) Logistics & Supply Chain
Ansier:
aTotal Quality Mlanagement:

The Quality Gurus as well as the philosophical leaders of quality movement.
through cut the glohe. like Philip Crosby. W. Edward. Deming and Joseph M.
Juran came to a resolution that. to achieve outstanding quality requires rigorous
analysis of processes. 10tal involvement of the work force. quality leadership from
senior n1anagement and a customer locus.

WBUT 2015]
[WBUT 2014]
WBUT 2015]
WBUT 2017]

The customers are the arbiters of fortune in business.
Service quality is the perception of thecustomer.
Industrial organisation realised that the quality of a product is the result of the service
quality. product quality as well as the quality oftheorganisation.
Hence. the Total Quality Management (TQM) is the imperative.
The term 1otal Quality Managemen (TQM) may be referred 1o as managing the
whole organisation- its products, processes, services and the people with a
vicw to satisfying the customer, his requirements. preferences and expectations.
The rationale behind TOM is maximisation of values to organisational customers in
order to satisfy them totally.

Coverage of *Total' Quality Management are as follows:
Customer Satisfaction- internal as well as external.
Looking Quality as a value to the cusiomer

Focuscd on customer requirements. preferences and expectations.
Involvement in Totality of functional arcas like:

Marketing. logistics. production and operations. purchasing, engineering andproduct design.
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Looking to the All Dimensions of Quality with Various attributes, likePerformance
Features
AesthetiCs
Reliability
Durability
Serve ability
User-friendliness
Safety
Customisability and

Environment, etc

.Addressing the Quality Aspects into Everything like:
Product
Processes
Services
People
Resources and Interactions.

Organisational Involvement in the following issues:
Improvement of the employees through training. development and providinginformation.

Improvement of skills in all areas.
Development of attitude. perception. knowledge. beliefs and behaviour.
Imbibing organisational values and culture to the organisational people
Transformational leadership with a clarity of vision and commitment and
Empowering the organisational people to do their task with creativity.

innovation, initiative and drive.

b) MIS:
Management Information System (MIS) refers to the system that provide selecteddecision-oriented information needed by the management for planning. controlling
and evaluating the activities of the organisation.
MIS is an organised method of providing information to the top management and
managers of all the functional areas. with all the data and more categorically. those
data which the managers need for their decision-making.
MIS is interacting. continuing and future-oriented structure of human resources
(man). nmachines and methods procedures designed to generate an orderly.
integrated real time flow of information collected from both internal as well as
external resources, to be used as tlhe bases for management decision-imaking. in any
operational and functional areas of business.
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The aims / objectives purposes of MIS are summarised ns under:
Management Infonation System (MIS) assists managers in making timely decisions

in their own areas of responsibility.
MIS identities relevant information and offers it to the managers to be used for
problem-solving and decision-making.
MIS helps organisational managers with the relevant information in order to plan,
control and take decisions u ithin their areas of responsibility.
MIS. aan integrated man-machine system. provides information to support the
opprdtions. the management and the decision-making functions of an organisation.

c)Production and Productivity:
Production:

According to Encyclopaedia of Management, "production is the process of
transforming raw materials or purchased components into finished products for
sale.
Thus. production is the process by which goods and services are created.
In another words. production refers to any process designed to transform a set of
input elements into a specified set of output elements.
Production is the flow of material through successive work points. which are
either men. machine or both. Flow of materials is of two main types (1)
continuous and (2) in discrete batches.

H PROCESSHPRODUCTION INPUT OUTPUT

Productivity:
According to Riges. "Productivity is the quality or state of being productive. It is a.
concept that guides the management of production systems and measures its success.
It is the quality that indicates how well labour. capital. materials and energy are
utilized."
In simple term. productivity may be defined as "the ratio of output to input."
In other words. productivity is the amount of output per unit of input.

It may be expressed in terms ol physical units or money.
Thus. productivity may be expressed in terms of output per man. or per man-hour or
per machine hour
In case of money. the productivity is the value of production per rupee of costincurred that is. value of production divided by the cost incurred.
Thus. productivity may be expressed as under:

OutputValue of Production Growthor
Capital Employed

or-
Input Cost incurred
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Logistics & Supply Chain:
Logistics Management: Meaning and Concept

The term Logistics' refers to the management functions that support the entirecycle ol material tlow. from the purchase and internal control of productionmaterials, to the planning and control of work-in-progress. to the purchasing.shipping and distribution of the finished product.
Logistics or Physical Distribution Management (PDM) helps to make the productavailable to the customer at the right place and time. by proper arrangements ormovement and local storages of the product.
Thus, logistics management provide the time and place utility to the customer.

Supply chain management:
.In simple words. Supply Chain Management (SCM) refers to an integratedapproach to procuring. producing and delivering products and services to thecustomers at reduced costs, without losing quality and customer satisfaction.

In another words, supply chain is a network of multi-facilities and distributionsystems that provides the functions like. procurement of materials, transformation ofthe procured materials into intermediate and finished products as well as distributionof these finished products to the ultimate customers. at reduced costs. without losingquality and customer satisfaction.
Thus, supply chain management is concerned with the interfaces betweenorganizations starting from flow ofgoods and services from the suppliers to theproducers to the customers and to the ultimate users.

Objectives of Supply Chain
The following are the objective of a supply chain:
Defining supply chain responsibilities as a specific core service.

Reducing the physical supply chain links.
Reducing cost, without losing quality and customer satisfaction.
Co-ordinating and streamlining the interaction and communication of all playersparticiparnts) along the supply chain line.

5. What are the functions of MIS? [MODEL QUESTION]Answer:

Management Information System (MIS) refers to the system that provide selecteddecision-oriented information needed by the management tor planning. controllingand evaluating the activities of the organisation.
MIS is an organised method of providing information to the top management andmanagers of all the functional areas, with all the data and more categorically, thosedata which the managers need for their decision-making.
MIS is interacting. continuing and future-oriented structure of human resources(man). machines and methods procedures designed to generate an orderly.integrated real time flow of information collected from both internal as well as
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external resources. to be used as the bases for management decision-imaking, in any
operational and functional areas of business.

Functions of MIS
The following are the functions of MIS:

To gather data relating to various aspects of the operation, accounting and statistical
and others and processing the data using statistical and operations research (OR)
techniques and present the summary and display the intormation to the management
for arriving at decisions.
To process information for business decisions using big brain data bases and store
the data and infermation on all operations of the organisation.
To sere amd cater to various corporate models for planning and decision-making
ahich involhes optimum strategies.

To aid in monitoring. tracking and controlling in the historical audit trial. through the
stored outcomes and decisions.
To aid in retrieving and analysing relevant data required for managerial decision-
making. and
To aid the decision-maker aware of the important information aggregated and
disaggreyated and to inform about the programmed decisions made and provide
analy sis of the altennatives to assist in decision-making.

6. Write short notes on the following:
a) Technical Eficiency and EConomic Efficiency
b) Fixed proportions production and variable proportions production
c) Kaizen'
d) Functional areas of logistics management
e) Flow of Production

[MODEL QUESTION]

Answer:
a) Technical Efficiency and Economic Efficiency:
Technical Efficiency

In the areas of production function. the term Technical efficiency is said to be
achieved when the maximum possible amount of output is being provided with a
given combination of inputs.

Economic Efficiency
The term Economic Efficiency is said to be achieved when the firm can produce a
given amount of output at the lowest possible cost.

b) Fixed proportions production and Variable proportions production:
Fixcd Proportions production: Fixed proportions production refers to the production
where there is one. and only one. ratio or mix of inputs that can be used to produce a
good.
Variable proportions production: Variable proportion production refers to the
production where the output can be changed in the short run by changing the variable
inputs without changing the fixed inputs.
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c) "Kaizen':
The literal meaning of the word Kai is change and the meaning ofth word Len
is good (for the better).
Thus. the literal meaning of the term 'Kaizen' is change for the better.

Concept and Approach
Application of Kaizen is for small improvements carried on a continual basis,
involving all organisational people.
Kaizen is one of the most important pillars of TPM (Total ProductiveMaintenance) which refers to the maintenance programme that involves a newiydefined concept for maintenance of plants and equipments.

Rationale: behind Kaizen
The rationale behind Kaizen is step by step gradual improvement in work processes

by setting and achieving higher standards and doing little things better. involving all
organisational people.
Kaizen, being based on the management Philosophies. theories and tools and
techniques, aims at continuous improvements in all the areas of organisation - the
production areas as well as the administrative areas.
The rationale behind Kaizen can best be understood by using a Quotation, "a very
large number of small improvements are more effective in an organisational
environment than a few improvements of large value."

d) Functional areas of logistics management:
The term °Logistics' refers to the management functions that support the entire
cycle ot material tlow. from the purchase andinternal control of production
materials, to the planning and control of work-in-progress, to the purchasing,
shipping and distribution of the finished produet.
Logistics or Physical Distribution Management (PDM) helps to make the product
available to the customer at the right place and time. by proper arrangements of
movement and local storages of the product.
Thus, logistics management.provide the time and place utility to the customer.

Functional Areas of Logistics Management
Optimal location and arrangenent of storage facilities. like warehouses, depots or

supply centres so as to provide the customers with the desired products.

Optimal management of the transporUshipment of the product/s, like by Air.

Railway. Truck or Waterways.
Mechanism of supply of products from the diffèrent depots or supply centres to

the ditferent customers.
Vehicle route scheduling.
Inventory control systems and policies for the depots/supply centres.

Packaging to be used in order to prevent damage during transportation.
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e) Flow of Production:
Flow of materials for production may be divided into two main types:

ontinuous Mow production and. Indiscrete batches.

Continuous Flow Production
Ewood S. Bulla defines continuous Now production as "continuous Now

production situations are those where the facilities are standardised."

Intermittent/lndiscrete Flow of Production
Elwood S. Bufla detines indiscrete low' intermittent low of production as
Intermitient production situations are those where the facilities must be lexible enough
to handle a wide variety of products or sizes or where the hasic nature of the activity
imposes change of important characteristics of the input. that is. change in product
design
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MISCELLANEOUS

DMultiple Choice Type Questions
1. One method of bringing a group to agreement is calleda) proportional values

c) accordance
Answer: (d)

[WBUT 2017]
b) consensus
d) conformance

Short AnswerType Questions
1What is SWOT Analysis?

WBUT 2015]Answer:
The 'SWOT' Analysis
Concept
SWOT analysis is a systematic approach to find the strength and weaknesses existing inthe internal environment as well as opportunities and threats existing in the externalenvironment. 'SWOT is an acronym for STRENGTH. WEAKNESS. OPPORTUNITY,THREAT.

The four environmental influences
Strength: Strengths are internal competencies. resources. skills. motivation level ofthe personnel. financial resources. image. market leadership
distinctive competence and
competitors.
Weukness: Weaknesses are attributes of the organization. Deficiency in resources.
skills, capabilities, financial resources. management capabilities, marketing skills andbrand image. etc. could be the sources of weaknesses and which tend to decrease inCompetence in comparison to its competitors.
Opportunity: An opportunity is a combination of circumstances, time. place etc.which. if accomplished by a certain course of action is ikely to derive a significantbenefits. An opportunity is a favourable situation in the firm's environment whichhelps to consolidate and strengthen its position. An example of an opportunity isgrowing demand for the products or services offered by the firm.
Threat:"A threat is a major untavorable situation in the firm's environment which islikely to cause significant damage to the firm. A threat is a key obsttacle to the firm's
Current and or desired future position.
The factors that could represent as major threats to a firm's future success are

entrance of a new competitor, major technalogical change, slow market growth
and changing regulatory frame-work etc.

which are of
firm a comparative advantages overgives the
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Implications of SWOT analysis
Through SOT analysis., the strengths and weaknesses existing within a firm can

be matched with the opportunities and threats operating in the environment.
An effective strateg maximizes fimn's strengths and opportunities and at the

same time minimizes its weaknesses and threats.

The SWOT analysis provides a frame work for discussing the firm's situation.
alternative strateyies and ultimate choice of strategy.
The SWOT analysis helps identitying the positions of the firm. A business lirm

that faces major opportunities may also face some key 1hreats in its environment.

The tim may have many internal weaknesses but also have one or more major

strenghs relative to key competitors.
Understanding the key strengths and weaknesses of the business a firm may aid

in narrow ing the choice of alternatives for sclecting an appropriate strategy
Similarly. understanding the key opportunities and threats facing a business a

firm may guide the strategic manager identify realistic options from which to

evolve an appropriate and effective strategy.

Long Answer Type Questions

AWrite short note on Entrepreneurship development. WBUT 2016]

Answer:
ofEntrepreneurship development is basically concerned with the study

entrepreneurial behavior. the dynamics of business set-up and development and

expansion of the enterprise.
In other words. entrepreneurship development refers to the process of enhancing
entrepreneurial skills and knowledge through structured entrepreneurial training and

insitution building programmes.
Entrepreneurship development aims at enlarging the base of enterprises in order to

hasten the pace at which new ventures are created.
Entrepreneurship is promoted to accelerate employment generation, economic
development and thus to alleviate the unemployment problem, overcome the
problems of stagnation and thus to increase the competitiveness and growth of

business enterprise.
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QUESTION 2013

GROUP-A
(Multiple (hoice Type Questions)

1. Choose the correct alternatives for the following:
i) In the Managerial Hierarchy a Departmental Manager belongs to

a) top management level b) middle management level
d) none of these

c) frontline management level

i) FW. Taylor is also known as the father of
a) scientific approach to management b) functional approach to management
c) behavioural approach to management d) bureaucratic approach to management

ii) Which of the following can be accepted as a type of plan?
a) policy b) procedure c) rule d) all of these

iv) In the MBO system, the manager
a) sets objectives for subordinates b) sets objectives for superiors
c) sets objectives for peers d) none of these

) Span of Management refers to the number of subordinates that can be effectively supervised by
a) two managersS
c) one manager

b) multiple managers
d) none of these

vi) The process for developing an applicant's pool for job opehings in an organization is called
a) hiring b) recruitment c) selection d) retention

vii) The essence of decision making is

a) choosing between alternatives

c) developing alternative courses of action

b) problem solving
d) monitoring

vii) Total Quality Management (TQM) programmes are more likely to remain effective if a number
of prescriptions are followed. Which of the following prescriptions should not be allowed?

a) quality improvement relates to operation's performance objectives

b) TQM does not become a separate 'bolt-on' set of activities

c) slogans and exhortations about TQM's effectiveness are avoided

d) TQM should become a substitute for normal managerial leadership

Ix) Which of the following shows the process of creating something new?
b) modelinga) business model c) innovation d) creative flexibility
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x)Which of the following gives suggestions for new producd and also helps to market new

products?
a) existing products and services
c) federal government

b) distnibution channels
d) consumers

xi) Debt Equity ratio indicates
a) the proportion of debt with respect to equity

b) the proportion of debt with respect to total capital employed
c) the proportion of equity with respect to total assets
d) none of these

xin) In Quality Cirde
a) only Top Management is involved

b) only Steenng Committee members are involved

c) both (a) and (b) are involved

d) nerther (a) nor (b) Is involved

GROUP B

(Short Answer Type Questions)

2. What is meant by internal source of recruitment? What are the merits and limitations of
empioyment tests?
See Topic: PEOPLE MANAGEMENT,Stort Answer Type Question No. 1.

3.What is Job satsfaction? What are the factors which detemmine job satisfaction?
See Topie: PEOPLE MANAGEMENT, Short Answer Type Question No. 2.

4 What is concept of planning as an element of management process? Discuss its rojle in business
organzation
See Topic: FNCTIONS OF MANAGEMENT,Short Answer Type Question No. I.

5. How wi you classify the levels of management in an organization? Descibe the functions
performed by different levels of management
See Topic: BASIC CONCEPTS OF MANAGEMENT, Short Answer Type Qucstion No. 1.

6. 'A good leader is not necessarily a good manager.' Discuss this statement and compare
feadership wth management
Sce Topic: LEADERSHIP,Short Answer Type Question No. 1.

Group-C
(Long Answer Type Questions)

7. a) What is SOC? State its advantages
b) The following table gives the date for the measurement of a product:

Sample No.

Mean
3 4

14 18 15 16
12Range

Compute control limits and draw the control chart.

7
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Sce Topic: ECONOMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Long Answer Type Question
No. 1.

8. a) Differentiate between marketing and selling.
b) What is marketing mix? Discuss the elements of marketing mix and its implications in marketing
planning.

Sce Topic: CUSTOMER MANAGEMENT, Long Answer Type Question No. i.

9. a) What is sales forecasting? Why is it important?
b) The sales of refrigerators for a six month period for M/s National Mixer Co. are as follows:

Month
Sales('O00units):

i) Find Linear trend equation.
i) Estimate the sales for the month of July

Jan Feb March April May June
I 15 20 18 22 2018

Sce Topic: ECONOMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Long Answer Type QucstionNo.2.

10. Write short notes on the following:
a) MBO

c) Leadership styles
e) Stress Management

a) Sec Topic: FUNCTIONS OF MANAGEMENT, Long Answer Type Question No. l(a).
b) See Topic: ECONOMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Long Answer TypeQucstion No9(a).
c) See Topic: LEADERSHIP, Long Answer Type Question No. 2.
d) See Topic: DECISiON MAKING, Long Answer Type Question No. 2. ?
c) See Topic: PEOPLE MANAGEMENT, Long Answer Type Question No. 3(a). o
See Topic: OPERATIONS & TECHNOLOGY MANAGEMENT, Long Answer Type Question Ao.4(a).

b) Ratio analysis
d) Decision making tools
) TOM

11. a) A company has got a demand for particular part at 10,000 units per year. The cost per unit isRs. 2 & it costs Rs. 36 to place an order and to process the delivery. The inventory carying cost isestimated at 89% of average inventory investment.
Determine

Economic order quantity. (ËOQ)
i) Optimum no. of orders placed per annum.
ii) Minimum total cost of inventory per annum.

Sce Topic: ECONOMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Leng Answer Type QuestionNo. 3(a). "

b) What do you understand by Economic Order Quantity? Explain graphically.
See Topic: ECONONMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Long answer Type QuestionNo.3(b)
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c) Discuss the various Sales Promotion methods that a company can undertake to increase sales

of its products.
See Topic: CUSTOMER M.ANAGEMENT, Long Ansmer Type Question No. 2.

QUESTION 2014.

Group-A
(MMultiple (hoire Type Questions)

1 Choose the comect altematives for any ten of thefollowing

) Division of work promotes

a) Inefhoency b) Specialisation c) ConfusIon d) Wastages

) The ratto of curent assets and current liabilities is called

a) Liqud Ratto b) Acid Test Rato c) Current Ratio d) Debt-Equitý Ratio

nn) VVhen authornty fiows from top executive to lower level employees, it is known as
a Lne Organisation

CProect Organsation

b) Staff Organization

d) Matrix Organisation

v)Whch cne of the following is NOT the main concern of 'Scientific Management'?
al Producton b) Efficiency c) Mechanistic Methods d) Rationality

v) NaTo span of management leads to
a) Flat Strucaure b) Mechanistic Structure

d) Organise Structurec) Tall Structure

vi One of the most popular ways of defining management is that t involves getting work done
a) As auickly as posible

CTrroJgh the efforts of other people

b) With as little effort as possible
d) Through the efforts of other managers

vi) Theory X and Theory Y are put forward by
a) McGregor b) Ouchi c) Mayo d) Maslow

VIi) Sigma of sigma represents
a) Standard Deviauon b) Mean c) Correlation d) Regression

x) Two Regression lines intersect at

a) SD of x ahd y b) Mean of x and y
c) MD of x and y d) No fixed point
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x When there is a high level of concern for a group's own interests along with a moderale cohcern
for the interests of other partners, conflict resolution approach is called

a) Collaboration
c) Avoidance

b) Compromise
d) Accommodation

xi) Which of these is not a function of marketing department?
a) Seling
c) Product Packaging

b) Grievance handlin9
d) Advertising

xii) Which one of these is a Quality control tool?
a) Pareto diagram
c) Ishikawa diagram

b) Fish bone diagram
d) All of these

Group B

(Short Answer Type Qucstions)
2. Differentiate between recruitment and selection
Sce Topic: PEOPLE MANAGEMENT, Short AnswerType Qucstion No. 3.

3. Write the difference between Abraham Maslow's hierarchy of needs theory & Herzberg's Two
factor Theory of Motivation
See Topic: MANAGERIAL COMPETENCIES, Short Answer Type Question No. 1. o

4. Write short note on Quality circles
See Topic: OPERATIONS & TECUNOLOGY MANAGEMENT, Short Answer Type Question No. 1. a
5. What do you mean by production and Operations Management?
See Topic: OPERATiONS & TECIHNOLOGY MAN.AGEMENT. Short Answer Type Question No. 2.

6. What are the ways of managing stress in an organization?
See Topic: PEOPLE MANAGE.MENT, Short Answer Type Qucstion No. 4.

Group -

(1.ong.Answer Type Questions)
7. a) What are control charts? Write the different types of control charts?
b) 10 samples, each of size 50 of a pipe were inspected in pressure testing. The results of theinspection are given below

Sample No. 1 2 3 4 5 67 8 9 10
No. of'defectives: 2 3 2 0 2 3 2 1 2 3

Draw a p-chart and state your conclusion.
See Topic: E(ONOMIC, FINANCIAL & QUANTTT.ITIVE ANALYSIS, I.ong Answer Type OuestionNo. 4.

a) What are the different tools and techniques of decision making?
b) An item has a yearly demand of2000 units. Ine direrent cost in respect of make and buy are asTollows. Determine the best option.
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Buy Make

tem cost/unit Rs. 8.00 Rs. 5.00
Procurement cost/ order Rs. 120.00
Set up cost / set up
Annual camyng costitem/year
Production rate / year

Rs. 60.00
Rs. 1.60 Rs. 1.00

8000 units
See Topic: DECISION MAKING, L.ong Answer Type Question No. 1.

9 Describe in detaits the vanous training methods? How does training differ from development?
Sce Topic: PEOPLE MANAGENIENT, Long Answer Type Question No. 1.

10 What are the vanious reasons of conflict in an organisation? Describe the vatious strategies for
resoving conflicts.
See Topic: MANAGERIAL COMPETENCIES, Long Answer Type Qucstion No. I.

11 Wrte short notes on any three of the following:
a) MIS

b) Bamiers to effective communication
c) Brand Management
d) Decentralzaton
e) Team Effectiveness

a) See Topic: OPERATIONS & TECINOLOGY MANAGEMENT, Long Answer Type Question No.
4(b).
b) See Topic: MANAGERIAL cOMPETENCIES, Long Answer Type Question No. 2(a). "

c) See Topic: CUSTOMER MANAGEMENT, Long Answer Type Question No. 5.
d) See Topic: FU NCTIONS OF MANAGEMENT, Long Answer Type Question No. 1(b).
e) See Topic: MANAGERIAL COMPETENCIES, Long Answer Type Question No. 2(b). *

QUESTION 2015
Group- A

(Multiple Choice Type Questions)

1. Answer any ten questions:
i) Upward and downward fiow of messages çonstitute

a) diagonal communication
c) vertical communication

b) written communication
d) horizontal communication

i) Leadership is the process of
a) influencing the customers b) infiuencing the group members

d) influencing the creditors
c) influencing the competitors
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ii) When authority flows from top executive to lower level employees, it is'known asa) Line Organisation
b) Staff Organisation
d) Matrix Organisation

c) Project Organisation

4. Narrow span of management leads to
a) Flat Structure
c) Tall Structure

b) Mechanistic Structure
d) Organise Structure

v) Debt-Equity ratio indicates
a) The proportion of debt with respect to equity
b) The proportion of debt with respect to total capital employed
c) The proportion of equity with respect to total assets
d) None of these

vi) In Quality Circle
a) Only Top Management is invoved
b) Only Steering Committee members are involved
c)Both (a) and (b) are involved.
d) Neither (a) nor (b) is involved

vii) Which one of the following.is not an informational role of manager?
a) leader b) monitor c) disseminator d) spokesperson

offers creativity and innovation to an organization
c) Money

viin

a) Human resource b) Time d) Information

ix) All management activities are measured against
a) money

to arrive at efficiency
b) information c) man d) time

x) Pfizer, a pharmaceutical company. operates in over 40 countries åround the world, and many ofthe larger-country units enjoy considerable freedom and autonomy. Thus, it can be said that Pfizer
exemplifies a(n)_

a) centralized
c) asymmetric

mode of decision making.
b) decentralized
d) none of these

xi) Six Sigma is used
a) as a metric b) as a methodology

d) all of thesec) as a management system

xit) Which one of the following is not a step for DMADV?

a) Define b) Implement c) Measure d) Design
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iroup - B

(Short Answer lype Qucstions)

2 Find the parabolic trend for the followng dala
2006 2007 2008 2009 2010 2011 2012 2013Year

Sales (000 units) 5 8 13 11 1518 17 21
See Topic: ECONOMIC, FINANCIA. & QUANTATIVE ANALYSIS Short Answer Ty pe Question

No. 1.

3 A company operatng 50 weeks in a year is concerned about it stock of copper cable. This cost.is

Rs 240 per meter and there Is a demand for 8000 meters a week. Each replenishment cost Rs

1050 for admnistration and Rs 1650 for delivery, while holding cost are estimated at 25% of the

value held a year
Assuming no shortages are allowed, find

Optmal Order Quantty
Total Vanable Inventory Cost

) Total Inventory Cost
See Topic: EONOMIC:. FINANCIAL & QUANTATIVE ANALYSIS Short Answer Type Qucstion

n)

No. 2

4 Write down the five steps involved in Monte-Carle method of Simulation.

See Topic: ECONOMIC. FINANCIAL. & QUANTATIVE ANALY'SIS Short Answer Type Question

No. 33.

5 What is SWOT Analyss?
Ser Topie: MISCELlANEOU'S, Short Answer Type Question No. 1.

6 Drscuss the signficance of Statistical Quality Control.

See Topic: ECONOVIIC. FINANCIAL & QUANTATIVE ANALYSIS Short Answer Type Question

No.4.

Group-
(ILong Answer Type Questions)

7
Year Expenditure (Rs. In Crores)

2009 20

2010 30

2011 35

2012 45

2013 60

Project the busness expenditure on new plant equipment for the year 2016.

See Topic: (OP'ERATIONS & TECIOLOGY MANAGEMENT. Long Answer Type Question No. 1. .
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8 a) Briefly discuss the main techniques of performance appraisal
See Topic: P'EOPIE M.AN.AGEMENT, l.ang tnswer T'ype Question No. 2.

b) What are the different schools of Management thought?
See Topic: B.\SIC (CONCEPTS OF MAN.AGEMENT. L.ong.Answer Type Question No. 1. ?

9. 3) What do you mean by business forecasting? What are the 3 distinct levels of modeling
assumptions?
b) Using either Income or Output Method, find the estmate of the following from the given data
table

tems Rs (Lacs)
Sales 9,000

Increase in stock 5,000
Cost of Raw Materials 1,700

-

Rent 1,500
Interest 900
Wages

Profit
Mixed Income

Depreciation

700
500
400

2.100
Net indtect taxees

Net factor income from abroad
600

(250)
SceTopic: ECONOMMIC, FIN.ANCIAL & QU'NTIT.ATIVEAY\LYSIS, Long Answer Type Question
No. 5.

10. The folowing table gives the aptude test scores and prodúctivity ind:ces of 10 workers
selected at random

Aptitude Scores 60 62 65 70 72 48 53 73 65 82
68 60 62 80 85 40 52 62 6081|Productivity Index

) Estimate the productivity index of the worker whose test score is 92
i) Estimate the test score of the worker whose productivty index is 75.
See Topic: (PERA1ONS & TECUSOL0GY MAN.AGEMENT, I.ong.\nswer Type Question No. 2.

11. Write short notes on any three of the following:

a Decision making tools
b} Production and Productivity
c) Total Quality Management
d) Economic Order Qanty
e) Corporate Social Responsibility

a) See Topic: DECISON MAKING. Long.Answer Type Questiun No. 2.

b See Topie: OPER\TIONS & TECIUNOLOGY MANAGEMENT, Long Answer Type Question No. "
4(e).

c) See Topiec: oPERNTIONS & FECIINOLOGI MANAGEMENT, Long Answer Type Question No.
4(a).
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d) Sce Topic: EcONOMIC, FINANCIAL. & QUANTITATIVE ANALY'SIS, Long Answver Type

Question No. 9tb).
e) See Topic: MANAGEMENT & SOCIETY. Long Ansver T'ype Question No. 1(a).

QUESTION 2016
Group -A

(Multiple Choice Type Qucstions)

1. Choose the corect altematives for any ten of the following
i) Which of the foliowng is a personal objective of an organisation's employee?

a) Higher production

c) Higher remuneration
b) Improved image of the brand
d) Minimization of competition

i) Which system lays emphasis on objective determination of both overall as wèll as those of
subordinates wrth active participation of all levels of management?

a) Span of management
c) Management business by objectives

b) Decentralized planning
d) Top down management approach

are formutated at the top management level that guide employees what to do, has a
direct destination and a wider scope.

a) Procedures b) Objectives c) Policies d) Rules

iv) A set of princples that govem the right conduct of a person or the members of any profession
that identufies what is rightwrong, fair/unfair or proper/improper is known as

a) Code of ethicss b) Corporate social responsibility
c) Organisation effectiveness d) Controlling function of management

v) Under Maslow's hierarchy of needs, the aeed to survive is, called
b) Safetyya) Physiological c) Social d) Esteem

vi) Scientific Management Theory was proposed by
a) Max Neber b) Henry Fayol c) Chester Barnard d) F. W. Taylor

vii) The ratio of current asset and current liabilities is called
a) Current ratio b) Acid ratio c) Debt-equity ratio d) Liquid ratio

vii) Which of the following is not a function of Marketing department?

a) Seling b) Grievance handling
d) Advertisingc) Product Packaging
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ix) In production planning process
a) dispatching is followed by inspection process b) follow-ups are done just after scheduling9

c) routing is the first step d) scheduling is done prior to routing

) Production function is a ..... representation of input-output relationship.

a) Mathematical b) True c) False d) Independent

xi) Which of the following is not a maintenance factor as per Herzberg's two-factor?
b) good Pay
d) Self-esteem

a) Job Security
c) Working condition

xi) What type of conflict results when one group in an organzation perceives itself being treated
inequitably in comparison to other groups in terms of working condition, status and rewards?

a) Intergroup conflict b) Internal conflict

c) Interpersonal conflict d) Intragroup conflict

Group-B
(Short Answer Type Questions)

2. Define the features of Monopoly and Monopolistic market types?
See Topic: ECONOMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Short Answer Type
Question No. 5.

3. Define the five different steps of selection process

See Topie: PEOPLE MANAGEMENT, Short Answer Type Question No. 5.

4. Given that oX = 2.5, oY = 32.2,r = 0.75,X = 45, Y = 60.
a) Obtain the regression coefficients.
b).Determine regression equation of Y on X.

See Topic: ECONOMIC, FINANCIAL & QUANTITATIVE ANALYSIS, Short Answer Type
Question No. 6.

5. The following information relating to a type of raw material is available:
Annual demand 2000 units
Unit price
Ordering cost per order
Storage cost

Rs. 20
Rs. 20
2% p.a.
8% p.aInterest rate

Lead time Half-month
Calculate economic order quantity and total annual inventory cost of the raw material.
See Topic: OPERATiONS & TECHNOLOGY MANAGEMENT, Short Answer Type Question No. 3.

6. What are the different sources of a leader's power?
See Topic: 1.EADERSUIP, Short Answer Type Question No. 2.
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Group- (
(Long Answer Type Questions)

7 a) Following ratios are extracted from the books of B Ltd.

Gross Profit ratio 20%
Debtors' tumover velocity 2 months
Stock turnover 6 times

Creditors velocity

Gross proht for the year

1 month
Rs 1,20,000

Bills recevable Rs 26.000
Bills payable Rs 3.833
Find out (1) Sales. ti) Sundry debtors. (ii) Closing stock which is Rs. 10,000 more than the opening
stock, (v) Sundry credttors
b) Discuss cleariy the importance and uses of Ratio Analysis
See Topic: ECONOIC. FINANCIAl. & QUANTITATIVE ANALYSIS, L.ong Answer 7ype Question
No.6.

6. al Describe different types of advertising
b) Discuss about Brand Management and Brand Equity.

See Tepic: cUSiOMER MANAGEMENT. Long Answer Type Question No. 3..

9 a) Defihe marketng research and explain its stages
b) Define marketing mx and explan its elements
See Topic: CL STOMER MANAGENENT, Long Answer Type Question No. 4.

10. Write short notes on any three of the following
) National income accountng
i) Management of working capital
t) tMarketing mix

v) Entrepreneurship development
v) Staustcal Quality Control
vi) MBO

i) See Topic: ECONoNI. FININCLNI & QUANIITATIVE ANALYSIS, L.ong Answer Type
Questiwn \o. 9tc).
ii) See lupie: E(ONoMIC, FINANCN. & Q1 ANTITATINE ANALYSIS, L.ong Answer Type
Question Ao, 9td).
ii) SeeTopic: C'T STOMER MANAGE11ENT. 1ong Answer Type Question No. 1(b)-1°" part.
iv) Ser »pie: \lSC ELLINE0U S. Long Ansner 1ype Question No. 1.

) Ser lopic: EC OVOMIC, FINACIAL & QU \NTTTATIVE ANALYSIS, Long Answer type
Qucstion Nu. Ita). #

i) Sce.Topir: U'NCTIONS OF MANAGEMENI. Iong Auswer1ype Question No. 1a).

11 a) What are the 5S processes of Kaizen?
b) What are the 5 elements of Kaizen method?
c) What are the 3 MUs for Kaizen activities?

See Topie: PIRATIONS & TECIUNO10GY MANAGEMENT. 1onig Answer Type Question No. 3
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12. a) Explain in detail the role of different control charts along with their formulae of UCL, LCL and

CL

b) Constructboth and R chart from the followng data
Sub-group R Sub-group R.

number number
0 18

.10
.11

6.32.10
.18

6.336 11

2 6.3.38 12 6.30
3 635 017 13 6.34
A 6.39 .20 14 6.39 0.14

.32 0 15 15 6.37 0 17

6.34 0.16 16 6 36 0.15
0.13 17 0 186

.35
6.40 .35
6..33 0.18 18 0. 13

9 6.37 .16 19 6 34 0.18
10 6.33 0 13 20 6 34 0 16

Assume constant values A, =0.73,D, =0. D, = 2.28

See Topie: ECONOI1C, FINANCIAL & QANTITATIVE ASAL.YSIS, I,ong Answertype Question
No. 7. P

QUESTION 2017
Group

(Multiple C'hoice Type Questions)

1. Choose the correct alternatives for any ten of the following
9 In the twenty-first century the four functions of management are

a) monitoring. organizing. suggestng and accommodatng emplcyees
b) planning. organzing. controlling and leading employees

)planning. organizing. suggesting. and.accommodating employees
d) monitoring. suggesting. journaling and accommodating employees

ii) Don Mackinnon. the person in charge of "Hear Music" has been given goals related to the rollout
and sales of this subsidiary of Starbucks His success at implementng the strategy wilt be
assessed by comparing actual performance against the goals This comparison is known as

a) plannin9 b) organizng
c) implementing d) controllng

in) That the company that overlookS new and better ways to do things will eventually losecustomers to another company that has found a better way of serving customer needs is a majortenet of

a) innovative marketing b) consumer-oriented marketing
d) sense-of-mission marketingc) value marketing
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iv) The job design would be LEAST formal in a

a) matrix structure

c) divisionalized structure
b) professional bureaucracy

d) machine bureaucracy

v) Strategic planning as a board concept consists of

a) corporate strategy and business strategy

b) strategy formulation and strategy implementation

c) inputs and outputs
d) environmental analysis and internal analysis

vi) According to Herzberg. which of the following is a maintenance factor?

a) salary b) work itself

c) responsibility d) recognition

v) Authority. discipline. unity of command and unity of direction are:

a) four of Fayol's fourteen principles of management

b) Taylor's four principles of management
c) principles of the human relations movement.

d) key features of leaming organizations
e) elements of Weber's ideal bureaucratic structure

vi) The main infuence on the behavioural science theories are

a) psychology and sociology b) sociology and bureaucracy
d) bureaucracy and psychologyc) socology and science

ix) One of the earliest and most enduring descriptions of managerial roles comes from

b) Peter Drucker

d) Henry Mintzberg
a) Adam Smith
c) Jack Welsh

x)Individuals such as Albert Einstein, Edwin Land and Steven Jobs lead through which type of

power?
a) legitimate b) reward c) expert d) charismatic

xi) One method of bringing a group to agreement is caled
a) proportional values
c) accordance

b) consensus
d) conformance

Group- B

(Short Answer Type Questions)

2 a) What is the basic premise of Herzberg's Two-factor theory?

b). Write a short note on Management by Objective.

a) Sec Topic: FUNCTIONS OF MANAGEMENT, Short Answer Type Question No. 2.

b) See Topic: FUNCTIONS OF MANAGEMENT, Long Answer Type Question No. 1(4).
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3. What are the internal and extemal sources of recruitment?
Sce Topie: PEOPLE MANAGEMENT, Short Answer Type Question No. 6. a

4. Differentiate between Centralization and Decentralization.
Scc Topic: FUNCTIONS OF MANAGEMENT, Short Answer Type Question No. 3. P

5. Suggest some strategies for resolving conflict in an organization.
Sce Topic: MANAGERIAL COMPETENCIES, Short Answer Type Question No. 2.

6. Assume you have a product with the following parameters:
Annual Demand 360units
Holding cost per year = $1.00 per unit
Order cost = $100 per order
What is the E0Q for this product?
See Topic: OPERATIONS & TECIINoLOGY MANAGEMENT, Short Answer Type Question No. 4.

Group-C
(Long Answer Type Questions)

7. a) What are the different tools and techniques of decision making?
b) An item has a yearly demand of 2000 units. The different cost in respect of make and buy are as
follows. Determine the best option.

Buy Make

Item cost/unit Rs.8.00 Rs. 5.00

Procurement cost/order Rs. 120.00

Set up cost/set up Rs. 60.00

Annual carrying cost/item/year Rs. 1.60 Rs. 1.00

Production rate/year 8000 units

See Topic: DECISION MAKING, Long Answer Type Question No. 1(a) & (b).

8. What are the Gross National Product& Net National Product? Describe the expenditure
approach and income approach of measurement of GDP What is the difference between perfect
competition and monopoly?
See Topic: ECONOMIC, FINANCIAL & QUANTATIVE ANALYSIs, Long Answer Type Question
No.88.

9. a) Describe in details the various training methods. How does training differ from development?
b) Differentiate between leaders and managers.
) See Topic: PEOPLE MANAGEMENT, Long Answer Tyne Question No. 1.

b) See Topic: 1.EADERSHIP, Long Answer Type Question No. 1.
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10 Write short notes on any three of the following

a) Corporate Govemance
Sec Tupic: NANAGEMIENT & SOIETY, Long Anvner 1ype Qucstion No. I(b).

b) Logistics & Supply Chain
See Topie: OPERAIOVS & TECINOLOG) MANAGEMENT, 1.ong Ansn er Type Question No.

4d).

c) Qualtes of an entrepreneur
See Topic: MANAGERI.AL. COMrETENCIES, Iong Answer Type Question No. 2(¢).

d) Job design
See Topic: PEOPLE MANIGEMENT, Iong Ansner Type Question No. 2(b).

e) Team Effectveness
Sce Topic: I1AGERIAL CONMPETEMTES, Long n»werType Question No. 2(b).

) Stress Management techniques
Ser Topic: PEOPl.E LANAGEIEYT, Short Ansner Type Question No. (or).

11 a) What are control charts? Write the different types of control charts.
b) 10 samples. each of size 50 of a pipe were inspected in pressure testing. The results of the
tnspection are gven below

2 34 [ 5 6
2O23

Sample no 7 8910
No of defectives

Draw a p-chart and state your conclusion
See Topic: ECOVOIC, FIN.ANCiAL & QtANTTTATIVE NALYSIS, Iong Answer Tyie Question
No. 4(2) & (b).
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