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“Leadership s hard to- define and good leadersihip s even havder. If
yow can get people to- follow yow to- e ends, yow are o greot leader.”
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1. Meaning of Directing

MT: LIC & M

Directing refery to- the process of leading, nstreting, counseling, guiding
and motivating people in the organisation fo- achieve Us objective.

2. Featwresy of Durecting

MT: TAP all pervasive

1. Directing flows from Top to- Bottom.
2. Directing Initiate Action.

3. Durecting s o Continumes Process

4. Directing iy all Pervasive.

3. lmportance of Directing

MT: GAS FM

1. Intfegrates Growtiv Actirity

2. Iniflatesy Action

3. Provides Stablity and Balance v the organisation
4. Directing Facilitotesy Clhange

5. Means of Motivation

4. Elements of Directing

Supervision + Motivation + Leadership + Communication = Durecting
Principle of Directing

Maximumm [ndinidual Contribution
Havrmony of Objectives

Unity of Command.

Approprioteness of Direction Technigue
Manageriol commumnication

Use of Informal Organisation
Leadersrip

Follow Thwouglv

® N & 0 A Wd R
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5. Supervuion
Supervision refery  foo Guiding, Iwstructing  and  Observing  the
subpordinates at work to- evsure Hhat Hhey are working ay per plan and to-
help them bn soliing Hheir work problems.

Supervision

|
v v

Ay an element of Drecting Ay per function performeo
by suwpervisor

5.1 Functions of o Supervisor

Interpersonal contact witiv workers
Lk between workers and Management
Promotes Growtr & Unity

Ensurres Performance of Work

Provides Training to- the Employees
Influences Workers

Provides feedback

NS AW oR

6. Motwation
Motvotion refers to- a process of stumumdlating and. wspiring people at
work to- accomplisiv desired goals.

Motive, Motivation, anol Motwoator
Direct to- achieve the  Process of inspiring Technigue used to-
goal people motwate people

Motive y Motwotion _wiblathe Motwotor
Desive  genevatfes (Procesy) help of [Techunigue / Means]

6.1 Process of Motiation

Unsatisfied Tension Drinves Searciv Satisfied Reduction
Neeo Behavior Need of Tension

A
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6.2 Feotures / Notwre / Choracterstics of Motuation
1. It an Internal Feeling

2. It produces Goal Directed beaviowr

3. It can either be positive or negative

4. It a Complex Process

6.3 lmportance of Motvation

1. Motvation helps to- improve performance level

2. Motwation helpsy un changing negative attitude to- positive attutude
3. Motwates helps to- reduce employee turnover

4. Motwation helpy to- introdunce changes smootihdly

6.4 Maslow’s Need Hierarchy Theory
lndividual Example of Neeols Organisotion Example to- satisfiec

the needs
Growth, self fulfillment Challenging jobr or achievement of
goaly
Status Promotion / job title
Love, friendsiiip, social Cordial relationy witiv colleagues

wtrodlwction, peer recognition
Physical and funancial secunrity Pevsion plany, jobp secunrities
Foodl, sirelter and clotiving Basic Salary

Esteem
Needs

Social or Affiliation
Needs
/ Safety or Security Needs
LLM
/ Basic Physiological Needs \
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Assumption of Maslow’s Theory

1. Peoples behaviowr s wsed o thelr needs. Sotusfaction of sucih neeods
2. People'y needs are in hierarchical ovder, storting from basic needs to-
otiher higher level neeols.

3. People are motuoted by wnfulflled needsy and once a porticunlor
needs L satisfied, Ut ceases to- be a motating foctor.

4. A persovv moves to- the next higher level of the hierarchy ondy wiven

Meruty of Maslow’s Theory

1. It helpsy managery to- realize Hrat need level of employees shhould be
tdentified to- provide motivation to- them.

2. It sumple, concise and informative.

Limitotion of Maslow’s Theory

1. The needsy may not alwoyys followthe hierarchy as gwen by Maslow-

2. A person may seek to satusfy severol mundys ot e same tume.

3. It i not alwayy positive to- categories the huuman needs n to- water
gt compartments.

But despite such criticism, tHhe theory o st relevant because neeos
[Urespective of tHheir dassification] are important to- wndersand Hhe
huwmain belroniovr.

MITKARY SIR’S
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6.5  Funancial and non~financial lncentives

;

Con be measured i money  (Cannot be measured [n terms of money

Incentires
v | v
Financial lncentives None Financiol Incentives
1. Pay and Allowances 1. Statws
2. Produetivity Linked Wage 2. Orgonisotional Clumate
lncentves
3. Bornus 3. Coveer Advancement Opportunity
4. Profut Sharing 4. Jotp Envrichument
5. Co: Partnersiviypp / Stock Option 5. Employee Recognition
Progrovnwunes
6. Returement Benefits 6. Job secnrity
7. Perguasites 7. Employee Porticipotion
8. Employee Employment
7. Leadersihip

Leadersihip s the process of unflencing Hhe behanviowr of people towaros
achuweement of organisation goods.

7.1 Featwrey of Leadersivip

1. Leadership indicates ability of an individual to- inflence otivers.
2. It aims to bring change U the belraviowr of otrers

3. It wndicates ntferpersonal relationy between leaders and followers:
4. It iy an exercise to- achienve common goals of the organisation

5. U a contnmnons process.

@) Directing w VRINDA MITKARY
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7.2 Difference between Managers and. Leaders.

Basie
1. Foews

2. Scope

3. Formal or Informal]
Orgondisotion

4. Autivority

Manager
Manager focuses on
unfluencing the
belosrior of employees
to- achuene gooly of the
organizotion.

A manager v always o
leader ay e hay to-

unfluence belronior of
A manager exists ondy

7.3 lmportance of Leadership

MT: DIP ICE
1.

2
3
4.
Y

Development of Indinidual
lnspires Employees
Psychological support
Helps lmplement Clranges
Handle Conflicty Effectively

7.4 Qualities of Good Leader

1. Physical Features
2. Knowledge
3. Integruty

Leader
Leader focuns to- satiusfy
belhasior of each and
every mempesr of growe
ondl relation of growp
goals.

A leader v not alwayys a
manager unformal grouwps
may be lead by non-
managers.

A leader may exist un
formal ay well ay
nformal organisation.
Leaders have only
nformal autiority
arising due to- trust and
foitiv shown by  group
mempers.

C MITKARY SIR’S )
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4. Iniflatine
5. Comwmunication Skilly
6. Motivation Skillsy
7. Self Confldence
8. Decisinveness
q. Social Skills
7.5 Leadershhip Styles
|

v v v
Awtocrotic/ Avtivoridtative |Pemotivatie/ Porfleipative |Laissez foire/Free Rein
Leadersiip Leadersiip style of Leadersiip
Leader centralizes tire Leader encowrages active |Leader allowsy maximumm
decision making powers. |pairticipation of freedom to- subordinates
[ALso- kinown ay ‘Directive subordinatesy un decision |un deciding their own
style of leadersiip making process. policies anod metiools.
8. Comwmunication

Commumnication refersy to- a process of exchange of wleas, views, facts, feelingy efe
between two- or more persons to- reacih common understanding.

8.1 Elements of Communication Process

Encoding

—Sendey———> MwaT» Media ————»Receiver ——

Decoding

Noise il
“ Feedback «
Process of Communication
C@) Directing [\/d VRINDA MITKARY
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8.2  Channely of Communication

v
v v
Formal Communication Informal Communication
[Official commumnication [This communication takes
Orgomnization] formal (/wvbof-
Pownwarod UP’V\l"WD{’ Hovizontal DMM
_—
\
Ve
Vertical
This viclates the unity of
talks direcHy to- managers of
otiher depoirtment
8.3 Network of Formal Communication
v v
Single Chai Wheel Eree Flow~ lrwerted v

PN /\
% AN IR N

C D
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8.4 Network of Informal Communication

| ! } '
Sungle : . .
sfm ) Gosgw/ Probability Cluster
//F
B E—¢G
e (O) UETq
E D F
F H

Me—> Je>Q >3 «—>)>
Q

Featwres of Formal Communication
1. It followy scalor chaiv
2. It i wsed to- commumndicate offucial mattery such ay ovdery
3. The communication may be oral or written but Ut i generally
recovded for future reference.
4. It helps i fixing respovsibility as source of information com be
Located.

Merity of Formal Communication
1. It evsrey ovderly flow of unformation.
2. It helps i fixing resporsibility ay sowrce of information can be
Locateol
3. It helps in maintaining authority relationship in the origination.
4. It facilitfates control over Hhe work performance of different
employees.

Demerits of Formal Communication
1. It i tume consmming oy scalar choin s followed wivle passing
2. It obstructy free and wninterrupted flow of information.
3. It wsmnally conveyed un an umpersonal manner.
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4. Information may not be transmitted accurately un ovder to- avoid

Featwres of Informal Communication
1. I+ takes place withowt following e formal lunes of
communicotion
2. It arises owt of social needs of Hie employees.
3. Thas commumnication spreads rapioly.
4. It moy lead to- rumonry as U Uy diffiendt to- dedunet the sowrce of

Merity of Informal Communicotion

1. It carriey uinformation rapidly and therefore may be wseful fo-the
manager ot ttmes:

2. It wsed by managers to- trovsmit informatiow so- as to- kinow- te
reaction of subovdinates.

3. It flly gaps of formal communication by discussing those matters

4. It Links even Hrose people wiro do- not fall L official chain of
commandl

Demerits of Informal Communication
1. It & not anthentic and message may get distorted as information
travelsy un v very wuystematic manner.
2. It dfflendt to- fix resporsibiity as sowrce of information s not
known.
3. It may lead to- rvmonry.

4. I+ may also- resudt un leakage of confrdential unformation.

8.5 Barriers too Communication

Semantic Barriers Psychological Orgomnisotional Personal Borriers
Barriers Barriery
Problemy & On accouvnt of Factory related to-  |Personal factors of
obstruetions Ln emotional or organisational senoler anol

encoding & dues - |psychological structurre, rules, receiver.
ing o message wtotatus of e sender punthvority,
woros or ool receiner. relationsiiips, rules

MITKARY SIR’S
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umpressions. andl reqgulations.
1. Badly expressed|1l. Premature 1. Orignation 1. Fear of challenge
message Evaluation Policy
2. Symboly witiv  |2. Lack of 2. Rules and 2. Lack of
A fferent aftention Regulationy confidence of
meanings superiory ov i
subpordinates
3. Faulty 3. Loss by 3. Statwy 3. Unnwillingness to-
travmslations transmission commumnicote
and poor
refentlov
4. Unclarified | 4. Distrust 4. Complexity in . Lack of proper
assmmptionsy organizoflon wneentves
Structure
5. Techunical joargond S. Orgondzational
Facilities
6. Body language &
gesture decoding
8.6 Measurey to- Improve Communication Effectiveness
1. Clarify tie Ldeas before commumnication
2. Comumumnicote according to- e needs of receiver
3. Covsudt otirers before communnicating
4. Beware of languages, tone and content of message
5. Conwey Hruingy of help and valune to- Listeners.
6. Ersure proper feedbpack.
7. Communicate for present ay well as future
8. Follow wp commumnication
q. Be a goodl Listener
@) Directing [\/d VRINDA MITKARY
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Muwltiple Chotlce Questions

1. It & very difflendt to- detfect Hhe sowrce of such commumnication.
(A) Upward communication (B) Vertical communication
(O) Lateral communication (D) Informal communication

2. Which of the following is not a type of semantic barriers?

(A) Badly expressed message (B) Unclarifled assumptions
(O) Tecdnical jorgon (D) Premature evalumation

3. Which of the following i not a type of psyciological barrier?
(A) Premature evoluation (B) Lack of attention
(C) Fear of challenge to- avtrority (D) Dustrust

4. Which of the following i not a type of personal barrier?
(A) Fear of chhallenge to- anthvority

(B) Unnwillingness to- commumnicate

(O) Loss by tramsmission and poor refention

(D) Lack of proper incentive

S. It refers to-the protess of butructing, guiding, cownselling, motivating
and leading people U Hre organisation to- acihieve theinr obhjectives

(A) Planning (B) Organising

(C) Staffing (D) Durecting

6. Whichv of the following s not an element of directing?
(A) Supervision (B) Commumnication
(O) Leadersiip (D) lnspection

7. While otiver functions prepore o setting for action, name the function
(A) Planning (B) Organising
(C) Staffing (D) Directing

C@) Duwrecting [\/ﬂ VRINDA MITKARY
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8. ldentify thhe level at wived the divrecting function tokes place v o
orgamnisation

(A) Top level management (B) Middle level management
(C) Lower level management (D) AW of the above

q. It iy defined. as Hre process of guiding tive efforts of employees and otiver
resouices to- accomplisiv tive desired objectives.

(A) Swperviston (B) Commumnication

(O) Leadersip (D) lnspection

10. It meany e process of making supordinates to- act un a desiareo
manner to- achiene certoin organisotional goods.

(A) Swpervision (B) Commumnication

(O) Leadersiip (D) Motiwation

11. Effective motivation un the organisation does not contribute towaros:
(A) Developing performance levely of employees

(B) Helping to reduce employee turnover

(O) Resustance to- changes v tie organdisation

(D) AW of the above

12. These needs ave most basic unv the hierarchy of motvation tHweory and
correspond to- primary neeols:

(A) Self Actnalisation Neeos (B) Basic Physiological Needs

(C) Secwrity Neeols (D) Belonging Neeols

13. Mot recently got a raise un iy salary dune to- anunmal uncrement:
Wihich of s humane needs s being sotisfied thuroughv Hhis?
(A) Security Neeols (B) Belonging Needs
(C) Self Actualisation Needs (D) Basic Physiological Needs

14. Which of the following i not an assmumption of Maslow’s theory?
(A) People’s behaiowr s not based on their needs.

(B) Satusfaction of sl needs influences their belaiowr.

(C) A satusfled need. can no- longer motivate a persony ondy next higher

C@ED Duwrecting w VRINDA MITKARY
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(D) A person moves to- the next higher level of tihve erarchy ondy wihen

15. It refery fo- all measnres wirici are used to- motvate people fo- improve

(A) Leadersiip (B) Motivation
(O) lncentives (D) Communication

16. Which of the following s not an example of financiol incentive?
(A) Perguisites (B) Job» Envichument
(O) Profut Sharing (D) Co-portnersinip

17. Whidh of the following s not an example of non-financial
uncentiye?

(A) Career Advancement Opportunity (B) Perguisites

(O) Stoatus (D) Organisational Climate

18. Ashutosiv works ay a manager i Kuber Ltd. Besides the salary, Hhe
company offery him benefity such as free housing, medicol aid and
education to-the children, efe: ldentify the type of incentive being offered
fo- i

(A) Pergunisites (B) Jobp Envichument

(C) Co-partnersihip (D) Pay and allowoumnces

14. Ow joining Kartowr Lo as Chief Funancial Officer, Madimita was
allotted. 500 shores of Hre company. ldentify Hie type of incentive being
descrihed.

(A) Perguisites (B) Retrement Benefits

(C) Co-portnersiip (D) Pay and allowances

20. Boom Limited givesy due weightage to- tive perguisites and prestige of
esteem needy of an undividual. ldentify the type of incentive being

(A) Employee empowerment (B) Job secnrity

(C) Stotuy (D) Perguisites
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21. Ow joining Foster Public School ay a Phwysical Education teacier,
Vikram realised that e did not hawe any freedom to- introdince any
changey v the sporty actvities being carried owt un the sehools ldentify
the uncentve wirveh way being gnored by e selrool.

(A) Orgonisotional climate (B) Job secnrity

(C) Caveer adwancement opportunities (D) Employee recognition progrom

22. On the occasion of the Founders Day of tive furm, Veena was
felicitoted witiv the certificate of best performer ay a Business
Development Manager. ldentify the type of uncentive being descriped un
the above lines.

(A) Coveer adwoncement opportunities (B) Employee recognition progrom
() Organisational climate (D) Jobr secunrity

23. Ishan works as an Accountsy Officer un Fabricationy Liumited. He also
feels very prowd of e foct tiat e B the incharge of recreation
committee U iy office. ldentify the type of uncentive being offered to-
[shain.

(A) Career adwancement opportunities (B) Employee recognition progrom
(C) Organisational climate (D) Employee participation

24. It i the protesy of influencing tive behaviowr of people by making
them strive voluntordy towards achievement of organisational goals.
(A) Supervision (B) Communication

(O) Leadersivip (D) Motwation

25. Ay the General Manager of an e—-commerce company, Gagan
maintoing good interpersonal relotions witiv followery and also- motivates
tHhem to- contribute for acihuieving organisational gools. ldentify the concept
(A) Supervision (B) Commumnication

(C) Determination (D) Leadersivip

C@ED Duwrecting w VRINDA MITKARY
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26. Wihich of the following b not a featre of leadersivip?
(A) It shhows ability of an indinvidumal to- influence othersy
(B) It leady to- acihievement of organisational goals

(O) Leadership iy one~tume process

(D) It lLeads to- desived change un Hhe organisation

27. It refers to- Hhe processy of exchange of Leas, views, facts, feelingy efe,
between or among people to- create common understonoing.

(A) Supervision (B) Commumnication

(C) Motiwation (D) Leadersihip

238. ldentify the correct sequence of steps uwolved L Hhe commumnicotion
process.

(A) Sender, Message, Encoding, Media, Decoding, Receiver, Feedback

(B) Sender, Decoding, Receiver, Feedback, Message, Encoding, Media

(C) Sender, Message, Encoding, Media, Decodling, Receiver, Feedback

(D) Sender, Media, Decoding, Receinver, Message, Encodling, Feedbpack

249. Formal communication may take place between
(A) Superior and subordinate (B) Subordinate and superior
(O) Two managersy at the same level (D) AW of the above

30. Upward commumnications refer to- flow of commumnication from
(A) Subordinate to- superior (B) One departmental manager to- anotirer
(C) Superior to- subordinate (D) AW of the above

31. Downward communications refer to- flow of commumnication from
(A) One deposrtmental manager to- anotirer (B) Superior to- subordinate
(C) Subordinate to- superior (D) AW of tire above

32. Lateral communication takes place fromw:

(A) Furst to- second division of the same organisation
(B) Swuperior to- sbpordinate

(C) Subordinate to- superior

(D) AW of the above

C@ED Duwrecting w VRINDA MITKARY




Xl CBSE Business Studies 7.18

33. Whiiciv of Hhe following b not a type of communication barrriers?
(A) Semantic barriers (B) Psychological barriers
(O) Rational borriers (D) Organisationol borriery

34. Which of the following ways helpp un improving the communication

effectiveness?
(2) Ensunring proper feedback (B) Being a good Listener
(O) Ensring follow wp patience (D) AW of the above

35. Ay the uncharge of small scale factory manufoacturing glasswoare,
Raglhur guides his subordinates and clorifies thelr dowpts un performing o
task, so-that they are abple to- achieve the work targets glven to- Hem.

(A) Planning (B) Staffing

(C) Directing (D) Organising

36. Yojur, as a Project Manager, s able to- assess the true potential of his
subpordinates and constantly motivates them to- realise their full potential.
(A) Leadersivip (B) Commumnicotion

(O) Supervision (D) Motivation

37. Suman works as o Project Co-ovdinator n an export house. Whenever
the workload s high, she s able to- comwvinee her team by explaining to-
additional rewards so- as to- be able to- win their wirolelhearted co-

bnes:

(A) Supervision (B) Motivation

(C) Leadersivip (D) Comummnication

38. Ay an employee of an antomohile company, Suraf has always been
very lazy and evasive. ln order to- change his beraviowr, iy boss decided
to- gwe e awnv uncentive. ldentify the feature of motuation being

(A) Motivation by an internal feeling.
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(B) Motivation produrces goal-divected belrastownr.
(CO) Motwvation Ly a complex process.
(D) None of He above

39. Radivika rung a confectionary un a local marvket: [n order to- make thre
workersy U the confectlonary work optimally, she on one hand provides
them overtume wages and on the otiver hhand umposes penalty, f reguinred,
by deducting the wages: ldentify tire feature of motivation being descripeol
(A) Motwation s an infernal feeling.

(B) Motwation produrces gool-divected belaviowr.

(C) Motwvation s a complex process.

(D) Motivation can be either positve or negative.

40. lw order to- motivate He workery un Hie factory to- work overtime,
Mawnoj decloed to- provide additional wages to- thhe workers. On kinowing
this, o worker i iy factory, Madivwwr, way very happy, wiereas Rajuw
was dsappounted as e preferred to- go- back home on time rothver than
working for overtime wages: lodentify tive feature of motwation being
(A) Motivation by an intfernal feeling.

(B) Motvation produrces goal-divected belariownr.

(C) Motwation sy a complex process.

(D) Motivation can be either positve or negative.

41. ldentfify the correct sequence of steps uwolved i the motivation
protess:

(A) Termsion, durives, searciv bejraviowr, uwnsatisfled need, satisfiec
belanvilowr, reduction of temsion

(B) Unsatisfied need, tension, drives, searchv behowtowr, sotisfled
belraviowr, reduction of tension

(O) Drinves, search belraviowr, wsotisfled need, tension, satisflec
belhaviowr, redunction of tension

(D) Searciv belrariowr, reduction of tension, wnsatisfied need, tension,
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42. Eshva way facing the proplemw of highhv labowr turnover b her firm: On
the adwice of her friend, she introduced special benefitsy for the
employees, wirich helped hver to- retodin tolented people v tire
orgonisation. ldentify the related point of lmportance of motwwation

(A) Motwvation helps to- umprove performance levels of employees.

(B) Motwation helps to- reduce employee turnover.

(C) Motivation helps to- redunce absenteeism v the organisotion.

(D) Motivation helps to- mowdd Hhe attitudes of employees.

43. Yamini received a special gold coun from her school management for
exceptionally good boowrd resudt of her students v her subject: ldentify e
need of Youmini being fulfilled as per Maslow's Need Hierarchy Theory.
(A) Esteem Neeos (B) Belonging Neeos

(C) Self Actualisation Needs (D) Basic Physiological Needs

44. Jay and Lol work uv o gorment factory. Jay oclways earnsy o higher
wage than Lai, as e produces more wnity of owtput: ldentify tie type of
(A) Perguisites (B) Produetivity linked wage incentives
(O) Co—portnersiip (D) Pay and allowounces

45. During the year 2018, Halla Walla Liumited made surplns profits dune
to- growing reputation of the business as a resudt of sincerity of Uy
employees: lw ovder to- gwe dure recognition to- Uty employees and motivate
thew to- contunumne witn the good work, tive company decided to- gwe a
certain percentage of profuts to- them. ldentify tive type of financial

(A) Perguisites (B) Productivity binked wage tncentives
(C) Co-partnersivip (D) Profit shharing

46. Om Lumitfed adopty o systematic performance approisol system wiricih
provides opportunity to- employees to- improve their skilly and be
adopted by Hre company.

(A) Employee recognition programme (B) Organisational climate
(O) Coneer adwoncement opportunities (D) Job» secwnrity
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47. Dheeraf Madan works as oo Human Resounrce Manager un Busy bee
Lumiteds He gies due carve un designing jobs, so-that U offers a
meoningful work experience by assmming o dinversity of work content
reqguiring higher level of kinowledge. ldentify Hie type of incentive being
adopted by Hie company.

(A) Employee recognition progromme (B) Organisational climate
(O) Coneer adwoncement opportunities (D) Job» enwrichment

48. On the successful completion of two- years v a company, Harsiv
receinved a letter confurming iy jolp as permanent employee. ldentify the
need of Hawsiv being fulflled ay per Mastow’s Need Hwerarcvy Theory.

(A) Esteen Neeos (B) Secwrity Needs

(o) Self Actnalisation Neeos (D) Basic Physiological Needs
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Volue Based Questions

1. Ranweer wos a supervisor af ' Annapuwrna Aot factory. The
foctory way produrcing 200 guintoly of aote every day. Hiy job way to-
make swre that the work goes on smootdy and there was no
nterruption v production: He was a good leader wivo wowld gve
ovdery only after consudting iy subordinates and work owt the policies
withv the acceptonce of the growp: ldentify and describe tive leadersivip
style being adopted by Ranveer. (1)

Ang:

2. The Research & Development department of Healthy Produiction
Ltd: has decided to diversify from manunfactining health drinks to-
cereals made from millets: They ave well aware of the fact that Hre
eoting mullets. For thas purpose tey plon to- spovusor variouws events
Uke maratirons and encourage people to- switche to- healtihvy eating
thwough newsletters.

@) ldentify and briefly explain the promotional tool being discusseo
above.

b)) Alo explain any two otiver promotional tools Hiat coan be used
by the company, aport from Hre one discunssed above. (3)
Ang

3. Neera, a sales representotive of 'Ondida Lo lhas changed seven jobs
v the last one year. He iy a hawrd working person but s not able to-
finalize dealsy witihv the customery due to- s nadequate vocabulary
and omission of needed words: Sometimes he wses wrong words becovnse
of which nfended meaning b not conweyeds AU Huisy created a
() ldentify the communication barrier discussed above.
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(b) State the category of tHhis commumnication barrier.
(&) Explain any otiver commumnication barrier of the same category. (3)
Ang

4. Mr. Shubhendww Bose sy the owner of 'Blkmac Enterprises corrying
o the business of manunfoctring variowsy kindy of biscwits: There was
a lot of discontentment un Hhe organisation and the fargety were not
being met: He asked his son, Nowval, wio had recently completed his
MBA, to- find out the reason. Nowval found that all decision making of
the enterprise were i the handy of his fotiver. Hy fotiver didn/t believe
w iy employees: Ay o raswdt botiv the employer and e employees
were not able to- understond eaci otiver’s messages n the same sense.
Thuws, the employees were not hhappy and targets were not met:
(a) ldentify any two- commumnication borriers becanse of wirich Bikimace
Enterprises was not able to- achieve Uy target:
(D) State one more barrier cach of the types ldentified. in () above.
(3)

Ang

5. Sandiya B a successful manager ot Manisons Enterprises. She has a
team of twelve people working wnoer her. She encowrages them to- set
Helr own objectives and. take decisions: She respects their opinions and
supporty themw, so- that they can perform their duties and accomplisiv
orgonisotional objectives. Too manage and exercise effective control shhe
uses force withun the group: Ay an uintelligent manager, at tumes, she
way, she  able to- unify dinerse uinterests and evsure tivat targets are
mert:
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(0) There are many theoriey and yyles of unfluencing peoples
behaniour. ldentify the style wsed by Sandivya wiriche & based on Hhie

use of auntirority.

(P) State two positive aspects of Hhe commumnication discussed above,
which Sandihvya U wsing ag o intelligent manager. (3)
Any:

6. Umang Gupta s the Managing Diurector of Denwver Lt The company
had established a good name for Uself and had been doing well. I+ was
kinowwn for tumely completion of ordery. The Production Manager, My
Kanta way efficiently handling tive processing of ordery and had o team
of fowrteen motivoted employees working wnder her. Everytiving wos
going o well. Unfortunately she met witiv an accldent: Umang kinew-
that U the absence of My Kanto, the company may not be able to- meet
the deadlines. He also- kinew- tivat not meeting Hre deadlines may lead to-
customer dissatisfoction witiv the risk of Loss of business and goodwil
So, he had a meeting withv iy employeesy n wihiich accwrate and
speedy processing of orders wasy planned. Everybody agreed to- work as
feam becanse He behaiowr of Umang Gupta wasy positive towards tire
employees of the organisation. Hence everyone put un extra tume and
efforty and the torgets were met on tume.
Not ovly Hus, Umang visited My Kanfo and adiised her to- take
suffieient rest:
@) ldentify the leadership style of Umang Gupta and draw- o ddagram
b) Stote any two valuey highlighted by the behaviowr of Umang Gupto.
(4)

Ang:
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7. Ram Murtivy, the CEO of 'Goodcare Hospitals), a leading chain of
hospitals, decided to- rewowrd Hre good work of the doctory of hisy
orgonisotion. For this he uustututed two running tropivies: A 'Healtiv
cove Adnievery Tropihy' too acknowledge and appreciate the tureless
efforts of the doctory wiro rendered selfless services to- tive patients and
another 'Betl Backhao Tropivy' to- recognise thve owtstanding work done
by tie doctory un soning the gurl chulo.

The CEO also- wanted to- umprove Hie healtiv services uv rural areas oll
over the country. He decided that all doctory must work un rural areas
for ot least siw months: He also- decided that Hhe paramedical stoff
shhouddl be employed locally.

() ldentify the uncentive provided by 'Goodcare Hospitaly to- Uy doctors
thuroughv running tropiies.

() Which needr of Hre doctory will be satiusfied thuougiv the uncentive

ldentified in port (2)?
(0) State any two- values tHhat He CEO of ' Goovdeare Hospitals s trying
to- communicate to-the society. (4)
Ang

8. The workery of Vyam Ltd.' are unaple to- work on new and hi—teciv
Therefore, the workers are seeking extra guidance from the supervisor.
The supervisor U overburdened witiv e frequent cally of workers.
Suggest how- the supervisor, by uncereasing Hie skilly and kinowledge or
workers, con make them handle Heir work uindependently?

Albso- state any Hwee benefitsy thoet the workery wul derive by the
decision of Hhe supervisor. (4)
Ang
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. A compony was marketing 'water puriflers wivch were very popular
due to- their quality and. after soles services provided to- the cwstomers.
The company was a leading company un the market and earning harge
profiuts. Because of hunge profitsy He company ignored tHie after salesy
services. Ay o resudt Uy relationy witiv the customers got spoiled and the
mage of the company way damaged. un the public. Top management
became concerned when the profity for the current guorter fell steeply.
Ow amnalysis U was revealed that ignoring Hhe after sales services was Uy
reasovu Therefore the company took all possible measures to- protect ano
promote Uy fovouraiple image i the eyes of He public. Ay o result He
goodm Ul of Hie company umproved un the society.

the above cose to- improve Uy umage.

(k) Also- explain role of Hre tool ay Ldentified un port (o). (4)

Ang

10. ‘Al Ltdi' way dealing v renewable energy. To- get tive business, He
team ader and iy team wsed to- trowvel to- different stotes to- gwe
presentotion to- their cuents. Ay per Hwe policy of Hhe company, tie
leader wsed to- tronvel by air, wirereas iy team trovelded by road / traiw
It way not only tume comsmming but also- at tume forced female team
membery to- trowel alone. Ay a reswdt;, He subordinatesy were not acting
v o desined manner to- achiene orgonisational gools. The CEO come to-
kinow- about Ut He called the team leader, discussed e matter witiv
e and decided to- change He trovel policy of the compoany. It was
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decided that all the members including the leader would Hravel
together uv futwre and would wefully wtdise the trovelling tume in
Adsession withv the subordinates abowt presentotion to- be guen fo- the
chents. Thisy made o positve mpact and every member of the team
State the featwres of the element of tihe function of management used by
te CEO. (4)
Any

11. Arun i working v a mudtunational company v Guargaon. He way
hoawing temperature for the last many days. When his blood was tested,
he wasy found positive for dengue withv a very low platelet count
Therefore, he way admitted uv the hospiual and a blood transfusion
was adwised by the doctors. One of iy colleagues sent a text message
abowt U fo- iy bmwmediote superior 'Mr. Navoind. 'Mr. Navoind v tuarn
sent o text message to- the employees of the ovganusotion requesting Hem
to- donate blood for Arune When tie General Manager come to- kinow-
cdeandliness of the surrowndings.

() From tive above pava quote lnes that indicate formal and unformal
(b) State any two- features of Unformal commumnication.

(&) ldentify any two valunes that are being communicated to- the society
v the above case. (5)
Ang
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12. Smite bad been working as an assistont manager withv 'Johunson
Enterprises for the last tew years: She wos very popular amongst her
colleagues becaunse of her commitment and dedicotion towards the
work: When tihe manager senior fo- her retired, all her colleagues
thouwght that now Smita wowldl be promoted. But fo- everyonesy surprise
tHe vacant post wos flled by an owhsider, Mry. Riutm: Smitw felt
demoralised. and her performance started declining. She wouwld abstain
herself oftenn and cowld not meet her targets: Mrye Rum wasy a good
leader, wiro- wowld not ondy wstruet her subovdinates but would also
guide and. ngpire them: She noticed Smitals belravior and felt that her
performonce coudd be mproved:. She storted vwwolvring Smite v
decision making & usues reloted to- e ovgandization and made her o
part of high level jount-management committee. Smita was now
(W) Name tie element of tihe above function of management wirich
helped Rifn to- improve Smitels belrasior.

(W) State any thuee features of the element Llentifled un (W) above: (S)
Ang:

13. Aman Chadha starrted ‘Bully Eye a company for providing cyber
seenrity solutlons to- businesses: Ity objective  to- prevent; detect and
respond. to- cyber ottacks and protect critical datar He wasy a
hardworking softwore engneer and an expert Un cyber security. Hu
reputation grew by leaps and bouwnds ay he wasy not ondy a person of
wntegrity buwt also- did iy work witiv wtmost honesty and sincerity. The
business storted growing day by day.

He wuas delighted wiren e way offered a big project by the Ministry of
Defence. Whhile working on the project, he found tHhat Hie volume of
work made o impractical for hm to- handle all the work by himself.
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He decided to- expand Hie team. The company wmainfained a close
Uaisone witr o local enguneerung college. During a compus placement,
Ishan and Virunda were appointed to- work for the new- project: He found
the new employees capable, enthusiastic and trustwortihvy. Aman
Idhan and Vrunda, Hre project was completed. on tume. Not ondy Hals
Aman Chadina wos also- abple to- extend iy arvea of opevations. Ow the
otiver hand lshawn and Viunda also- got opportunities to- develop and
V) ldentify and briefly explain the concept wsed by Aman Chadira v
v (V) above. (6)
Ang:
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