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SYLLABUS

(Reduced for academic year 2021-22)

PAPER - I (THEORY) – 80 Marks
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There will be two papers in the subject:
Paper I - Theory: 3 hours ……80 marks
Paper II- Project Work ……20 marks
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Part I (20 marks) will consist of compulsory short answer questions testing knowledge, application and
skills relating to elementary / fundamental aspects of the entire syllabus.
Part II (60 marks) will consist of eight questions out of which candidates will be required to answer ﬁve
questions, each carrying 12 marks.
1. Business Environment
Concept, and importance of Business Environment.
Meaning, features and importance of Business Environment;
Dimensions of Business Environment – Micro (Internal and External factors) and Macro (Economic,
social, technological, political and legal) – meaning and components.
S.W.O.T. Analysis - A basic understanding of S.W.O.T. (Strength, Weakness, Opportunity and Threat)
Analysis.
2. Financing
(i) Capital: Sources of finance for sole trader; partnership; Joint Stock Company; financial planning.
Importance of finance for business. Sources of finance for different types of business firms.
Meaning, features and importance of financial planning. Fixed capital - meaning, factors affecting
fixed capital. Working capital – meaning, types; factors affecting working capital. Comparison
between fixed and working capital.
(ii) Sources of finance for a Joint Stock Company.
(a) Different types of shares: equity, preference.
Bonus shares, rights issue, ESOP, Sweat Equity Shares, Retained earnings.
Long-term sources of funds.
Equity shares - features, advantages and disadvantages.
Preference shares - features, types advantages and disadvantages; distinction between
equity shares and preference shares.
Bonus and rights issue, ESOP and Sweat Equity Shares – meaning only.
Retained earnings – meaning only.
(b) Loan capital: debentures.
Debentures – meaning; kinds of debentures; advantages and disadvantages of debentures.
Distinction between shares and debentures.
(c) Loans from commercial banks and Financial Institutions.
Loans from commercial banks and Financial Institutions - meaning, advantages and
disadvantages.
(d) Short-term sources of funds.
Short-term sources of funds – different types of short-term financial assistance by Commercial
Banks; public deposits, trade credit, customer advances, factoring, Inter corporate deposits
and installment credit. Meaning of various sources of funds.
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(iii) Banking - latest trends.
Online services- transfer of funds through Real Time Gross Settlement (RTGS), National Electronic
Funds Transfer (NEFT), Immediate Payment Service (IMPS), issue of demand drafts online
meaning and features.
Online payments, e-Banking – meaning and features, advantages and disadvantages.
Mobile Banking - SMS alerts, transfer of funds, making payments - advantages and disadvantages.
Debit Cards vs Credit Cards, ATM (Automated Teller Machine) – Meaning; Debit card and credit
card: features and differences.
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3. Management
(i) Management: Meaning, objectives and characteristics of management.
Meaning of Management: as an activity; as a group; as a discipline; as a process. Objectives and
characteristics of management.
(ii) Nature of Management – Science, Art and Profession.
Self explanatory.
(iii) Importance of Management.
Self explanatory.
(iv) Principles of Management: nature of principles; need for principles.
Nature of principles of Management; need for principles of management; Taylor’s 5 scientific
principles of Management; Fayol’s 14 principles of Management; Relevance of the principles of
Management in today’s business scenario.
(v) Functions of Management: Planning; Organising; Staffing; Directing; Controlling and Coordinating.
(a) Planning: Meaning, steps, importance & limitation; Types of plans; Objectives, policy,
procedures, method, role, budget, program – meaning only.
(b) Organising: Meaning, importance, steps; Structure of organization (line, line and staff,
functional and divisional; Formal and informal organization) – Meaning and features. Meaning
and importance of delegation of authority.
(c) Staffing: Meaning, steps and importance; Recruitment – Meaning and sources; Selection –
Meaning and procedure; Training and development – Meaning, difference between selection
and recruitment.
(d) Directing: Meaning and importance; Supervision- Meaning, functions and span of control;
Motivation - Meaning and Maslow’s theory; Leadership- Meaning and qualities of a good leader;
Communication - Meaning, objectives and process. Barriers to communication and overcoming
barriers to communication.
(e) Controlling: Meaning, steps and importance; Management by Exception.
(f) Coordination: Meaning of Coordination; Coordination as an essence of Management.
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4. Marketing
(i) Marketing: concept and functions.
Meaning and types of markets; meaning and features of marketing. Comparison between marketing
and selling. Objectives and importance of marketing; functions of marketing – meaning, features
of each function of marketing.
(ii) Marketing Mix - Meaning and Elements.
Product Mix - goods and services - meaning, features and types of goods; meaning, features
of services; difference between product and services. Branding: meaning and merits. Labeling:
meaning and merits. Packaging: meaning and features of good packaging.
Price Mix – meaning, factors determining price.
Place Mix – meaning, channel of distribution choice of channels of distribution and physical
distribution.
Promotion Mix – Meaning and elements.
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Elements – Advertising, sales promotion, personal selling and publicity – meaning, features,
objectives and differences.
(iii) Consumer protection: rights of consumers, methods of consumer protection.
Need for consumer protection; methods of consumer protection - self-help, legislative measures
and consumer associations/NGOs, Consumer Protection Act, 2019 - Rights of consumers.
The Consumer Disputes Redressal Commissions (National, State and District).
Difference between Consumer Protection Act, 1986 and Consumer Protection Act, 2019.

N

PAPER II – PROJECT WORK – 20 Marks

HA

Candidates will be expected to have completed two projects from any topic covered in Theory.
The project work will be assessed by the teacher and a Visiting Examiner appointed locally and
approved by the Council.
Mark allocation for each Project [10 marks]:

1 mark

AS

Overall format
Content

4 marks

Findings

2 marks

AK

Viva-voce based on the Project

3 marks
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A list of suggested Projects is given below:
1. Compare marketing strategies adopted by two different companies of the same industry (FMCG /
Telecommunication / media / education industry etc.) keeping in mind the following:
− Product mix
− Price Mix
− Place Mix
− Promotion Mix
2. Collect newspaper/magazine clippings of five cases filed by consumers in the Consumer Court.
Find out the rights violated, and the redressal mechanism used.
What was the outcome of each case?
3. Visit a commercial Bank. Find out the procedure to open a savings account.
Find out the details of various Agency & General utility services provided by the bank.
4. Compare the interest rates offered by five different commercial banks on fixed deposits under various
categories (general and senior citizens) and various time durations.
Find out the procedure and formalities for opening a fixed deposit account.
What is the procedure for closing the account on maturity and before maturity period?
5. Select five different companies across varying industries such as I.T., textiles, FMCG, Health Care,
etc., included in the SENSEX. Keeping a hypothetical base money of Rupees One Lakh, invest in
the shares of the selected companies. The movement of share prices selected by you should be
monitored over a period of one month on a daily basis. A uniform / standard practice of either using
the opening price or the closing price on a particular day of the week should be used by all students
in the class.
At the end of the month, analyse your investment in a spread sheet and give reasons for your choice
of scripts.
6. Find out the names of companies under various sectors (FMCG, Pharma, automobile, etc) included
in the NIFTY and the SENSEX.
Make a chart of the same and track its movements over a period of one week.
7. (a) Study the sources of recruitment and steps involved in the selection procedure adopted by two
companies of the same industry.
(b) Compare and evaluate the sources of recruitment and the selection process adopted by the
selected companies.
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8. Formulate a capital plan for a hypothetical business organization.
Justify your formulated plan.
9. Choose two companies of the same industry. Study their organizational structure. Also give information
with regard to:
(i) Hierarchy
(ii) Centralization and delegation of authority
(iii) Flow of information (scalar chain)
(iv) Span of control
(v) Channel of communication.
10. Select any business undertaking. Study the selected business in terms of ownership, capital and
profitability.
Make a S.W.O.T. analysis and present it in a tabular form.

AS

NOTE: No question paper for Project Work will be set by the Council.
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Unit 3: Management
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Functions of Management—
Organising

AS

HA

“Organising is the process of identifying and grouping the work to be performed, defining and
delegating responsibility and authority relationship for the purpose of enabling people to work most
effectively together in accomplishing objectives.”
—Louis A Allen.

SUMMARY

�
�

�

�
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Organising is a managerial function that follows planning and is concerned with the arrangement
of resources,
 human, physical and structural, and
 for the purpose of attaining the plans made by the management.
Organising is important because it helps in administration, in creating job specialists, in introducing
flexibility in work, in encouraging initiative, in co-ordination, in providing position, support and
security to the employees and in using the resources in best possible manner.
The process of organising includes deciding the work that needs to be done, classifying the various
activities that needs to be performed, assigning duties to the subordinates and co-ordinating the
activities.
Organsing is concerned with developing a framework where total work is divided into manageable
components in order to achieve business goals.
Organising can be defined as a process that initiates implementation of plans by clarifying jobs,
assigning authority and working relationship and effectively deploying resources for the attainment
of organisational goals.
Organisation is the process of establishing relationship among various people working in an
enterprise, fixing their authority and responsibility and co-ordinating their activities for using all
available resources in the best possible way.
Organisation process involves division of work, classification of activities, appointing suitable
persons and delegation of authority.
The form of organisation structure only mainly depends upon the nature of the activities of
business, competence of personnel and the philosophy of management.
A departmental line organisation divides the enterprise into different department which are
convenient for control purposes.
In functional organisation, all activities are grouped together according to certain functions such
as production, marketing, finance, personnel etc. and are put under the charge of a personal
controlling that particular function.
Line and staff organisation is a blending of line and staff organisations.
In line and staff organisation, there remains a conflict due to lack of understanding between
persons holding different positions.
Organisation structures means framework of duties and responsibilities to facilitiate performance
of various functions.
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Organisation structure built on basis of product or services are called divisional structure.
Organisation structure built on basis of activities is called functional structure.
Formal organisation means officially designed set up of managerial positions to achieve certain
objectives.
Informal organisation refers to set up of personal and social relationships.
Informal organisation exists within formal organisations.
Delegation is a key to sound organisation. “Just as the authority is the key to manager’s job,
delegation of authority is the key to organisation.”
Delegation is an administrative process of getting things done by others by giving them
responsibility.
Delegation involves assignment of responsibility, grant of authority and creation of accountability.
The degree of delegation depends upon the attitude superiors and subordinates and the organisational
set up.
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A. Multiple Choice Questions

AK

Question Bank

AS

�

A DIGITAL LEARNING APP

[1 Mark]

G

O

YA

L

BR

OT

HE

RS

PR

Choose the correct option for each of the following questions :
1. For delegation to be effective it is essential that responsibility be accompanied with necessary:
(a) Authority
(b) Manpower
(c) Incentives
(d) Promotions
2. Dividing the organisation according to products is:
(a) divisional organisation
(b) functional organisation
(c) formal organisation
(d) informal organisation
3. The form of organisation responsible for giving rise to rumours is called:
(a) centralised organisation
(b) decentralised organisation
(c) informal organisation
(d) formal organisation
4. Which of the following statements is true?
(a) Delegation has a wider scope than decentralisation
(b) Delegation has more freedom to take decision than decentralisation
(c) The purpose of delegation is to increase the role of subordinates whereas the purpose of
decentralisation is lessening the burden of the managers
(d) Delegation is compulsory whereas decentralisation is optional
5. Which of the following is not an element of delegation?
(a) Accountability
(b) Authority
(c) Responsibility
(d) Informal organisation
6. A network of social relationship that arises spontaneously due to interaction at work is called:
(a) formal organisation
(b) informal organisation
(c) decentralisation
(d) delegation
7. Which of the following does not follow the scalar chain?
(a) Functional structure
(b) Divisional structure
(c) Formal organisation
(d) Informal organisation
8. For delegation to be effective, it is essential that responsibility must be accompanied with necessary:
(a) authority
(b) manpower
(c) incentives
(d) promotions
9. Grouping of activities on the basis of product lines is a part of:
(a) delegated organisation
(b) divisional organisation
(c) functional organisation
(d) autonomous organisation
10
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10. Grouping of activities on the basis of functions is a part of:
(a) decentralized organisation
(b) divisional organisation
(c) functional organisation
(d) centralized organisation
11. Dividing work into smaller and manageable tasks is a part of:
(a) departmentalization
(b) assigning duties
(c) identification and division of work
(d) all of these
12. Identify a limitation of functional structure:
(a) functional empires
(b) product specialization
(c) functional specialization
(d) none of these
13. The process of grouping activities into units for the purpose of administration may be referred to as:
(a) decentralisation
(b) departmentation
(c) coordination
(d) specialisation
14. Which of following is not a part of organising process?
(a) Division of work
(b) Assigning of responsibilities
(c) Specialization
(d) Establishing reporting relationship.
15. Organising doesn’t include:
(a) what will be done
(b) how will be done
(c) by whom will be done
(d) where will be done.
16. Which of the following is not a result of division of work into smaller tasks?
(a) Optimum utilization of work
(b) Product specialization
(c) Clarity in working relationships
(d) Adapting to change.
17. Grouping of activities in accordance to their nature is:
(a) division of work
(b) departmentalisation (c) specialisation
(d) none of these
18. Establishing reporting systems leads to:
(a) specialisation
(b) improved productivity
(c) clarity in working relationships
(d) adaption to change.
19. Which of the following business may have divisional structure?
(a) Producing single product through various processes
(b) Multi-product company
(c) Multi-functional company
(d) All the above.

YA

L

20. Kush has joined as a Creative Head in an entertainment company. He always ensures that the work
has been divided into small and manageable activities and also the activities of similar nature are
grouped together. Identify the related step in organising process being mentioned in the above lines :
(a) Identification and division of work
(b) Departmentalisation
(c) Assignment of duties
(d) Establishing reporting relationships

G

O

21. Which of the following is not a feature of formal organisation?
(a) It specifies the relationships among various job positions.
(b) The standards of behaviour of employees are evolved from group norms.
(c) It is deliberately designed by the top management.
(d) It places less emphasis on interpersonal relationships among the employees.
22. Tata Limited has a staff of 300 people which is grouped into different departments. The
organisational structures consists of 100 people work in Production department, 150 in Finance
department, 20 in Technology department and 30 in Human Resource department. Identify the
type of organisational structure being followed by the company:
(a) Functional structure (b) Divisional structure (c) Informal structure (d) None of these
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23. Identify the correct sequence of steps to be followed in an organising process:
(a) Departmentalization, Establishing reporting relationships, Assignment of duties, Identification
and division of work.
(b) Identification and division of work,, Departmentalisation, Assignment of duties, Establishing
reporting relationships.
(c) Identification and dvision of work, Assignment of duties, Departmentalisation, Establishing
reporting relationships.
(d) Identification and division of work, Establishing reporting relationships, Departmentalisation,
Assignment of duties.
ANSWERS
2. (a)
12. (a)
22. (a)

3. (c)
13. (b)
23. (b)

4. (d)
14. (c)

5. (d)
15. (a)

6. (b)
16. (d)

8. (a)
18. (c)

AK

B. Very Short Answer Type Questions

7. (d)
17. (b)

9. (b)
19. (b)

AS

1. (a)
11. (c)
21. (b)

10. (c)
20. (b)

[1 Mark]

PR

1. What is organising?
Ans. Organising is the process of identifying and grouping the work to be performed, defining and
delegating responsibility and authority and establishing relationship for the purpose of enabling
people to work together in a accomplishing common objectives.

RS

2. Identifying and dividing the work is the first step in the process of one of the function management.
Identify the function.

HE

Ans. The function is Organising.
3. Is organising a process?

OT

Ans. Yes, organising is the process of defining and grouping the activities of the enterprise and
establishing authority relationship among them.
4. What is the main cause to adopt the divisional organisation structure?

BR

Ans. To provide equal weightage to all products is the main cause of adopting it.
5. Is organisation a machine of management?

YA

L

Ans. Organisation is considered to be a machine of management. It is that machine in which no part
can afford to be ill-fitting or non-functional. In other words, if the division of work is not done
properly or posts are not created correctly, the whole system of management collapses.
6. Why ‘employee development’ is possible through delegation of authority?

Ans. Because it provides the authority to take decisions to subordinates.

O

7. Which type of responsibility can be delegated?

G

Ans. ‘Responsibility for’ can be delegated. Responsibility for or work can be delegated to some other person.
8. Why is it said that a formal organisation is impersonal and informal organisation is personal?

Ans. Formal Organisation is impersonal because it is not the person but the work that is considered
important. Informal organisation is personal because feeling of individuals are kept in mind and
nothing is imposed upon them.
9. What would be the effect of no delegation of work?
Ans. There will be delay in work and manager will become overburdened.
12
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10. Which type of responsibility cannot be delegated?
Ans. ‘Responsibility to’ cannot be delegated. Responsibility to is another name of accountability. Thus,
to say it cannot be delegated.
11. What is the objective of decentralisation?
Ans. To disperse authority to the lowest level.
12. Can accountability be delegated?
Ans. No, it cannot be delegated.
13. How is an informal organisation created?
Ans. It is created by the friendly and social interaction of employees.
14. Is organisational structure essential to provide smooth relation between various positions in the
organisation?
Ans. Yes, it is essential.
15. Why is it easy to fix responsibility in a formal organisation?
Ans. Because rules and responsibilities as well as inter relationship among different job positions are
very clear.
16. After delegating the authority, does a manager still remain accountable for the assigned task. If
yes, why?
Ans. Yes, because delegation does not mean abdication of accountability.
17. What is the aim of an organisation?
Ans. The aim of an organisation is to enable people to relate to each other and to work together for
common purpose.
18. Which network of interaction facilitates emotional and mutual objectives to be fulfilled in an
organisation?
Ans. Informal Organisation.
19. What is the last steps in the process of organising?
Ans. Establishing reporting relationship.

[1 Mark]

BR

C. Answer in True or False

1. Organising is a basic function of management.
2. Organisation structure is based on divisional of work.

L

3. Only large firms need an organisational structure.

YA

4. Authority flows downward.
5. Accountability can be delegated.
6. Grouping activities is called departmentalisation.

O

7. Organising process involves division of work, grouping activities and creating authorityrelationships.

G

8. Organising facilitates smooth work flow.

9. Authority and responsibility are co-extensive.

10. Delegation increases the burden on top executives.
ANSWERS
1. True

2. True

3. False

4. True

5. False

6. True

7. True

8. True

9. True

10. False
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D. Assertion–Reason Type Questions

[1 Mark]
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1. Assertion: Organising has the same importance for management as a structure of bones in a
human body.
Reason: Organisation is one of the most important function of management.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
2. Assertion: Formal organisation is based on rules and procedures.
Reason: Formal organisation is not based on division of work.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
3. Assertion: Managers should treat their subordinates in a just and kind manner.
Reason: The employees remain satisfied.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
4. Assertion: Organising is a means for translating plans into Action.
Reason: Organising ensures that efforts are directed towards the attainment of goals laid down
in the planning.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
5. Assertion: The work must be assigned to those who are best fitted to perform it well as per one
of the steps of organising.
Reason: It is essential for effective performance.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
Ans. 1. (a)
2. (c)
3. (b)
4. (a)
5. (a)

G

SectIOn B

Short Answer Type Questions

[2 Marks]

1. What is the concept of Organising?
Ans. Objectives are laid in planning. In order to achieve these objectives, the resources and activities
have to be organised in such a way that the plans can be implemented. The management function
of organisation ensures that the resources are put to optimum use and people are able to work
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collectively and effectively for attainment of goals. Through organising plans are translated into
actions. Organisting leads to creation of an organisational structure.
2. Write two characteristics of organisation.

AS

3. How formal organisation is linked with informal organisation?

HA

N

Ans. The main characteristics or features of organisation are (any two) :
(i) Group of Individuals : Organisation comes into existence when a group of people combine their
efforts for some common purpose and willingly contribute towards their common endeavour.
(ii) chain of command : The superior-subordinate relationship established in an organisation is
based on the authority which flows from the higher levels of management to the immediately
lower levels, thereby forming a hierarchical chain. This is known as the chain of command.
(iii) common Purpose : Every organissation comes into existence on the basis of goals of the
enterprise which are separate from the personal goals of the people employed. It is the common
purpose of the organisation which provides the basis of co-operation among its members.

PR

AK

Ans. According to Keith Davis, “Informal organisation refers to the relationship between the people
in the organisation based on personal attitudes, sentiments, emotions, prejudices, likes, dislikes,
etc.” The informal relations are not bound by procedures and regulations laid down in the formal
organisation, Generally, large formal groups give rise to small informal or social groups. These
groups may be based on common taste, language, culture or some other factors. These groups
are not pre-planned. They develop automatically within the organisation according to the needs
of the people and the environment in the organisation.
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4. Why is organising considered an important function of management?
Ans. Organising is an important function of management because of the following reasons :
(i) It brings specialisation by dividing the task into smaller units and by grouping them into
departments.
(ii) It avoids the duplication of work and overlapping of responsibility by clarifying the
responsibility of everyone.
(iii) It facilitates the work by putting right person on the right job and by separating the job of
managers and non-managers.
5. Describe the importance of informal organisation.
Ans. Importance of informal organisation (Any two):
(i) Informal organisation brings a feeling of belongingness, status, self-respect and satisfaction.
(ii) Informal organisation satisfies social and cultural needs of the members.
(iii) It provides useful channels of communication.
(iv) Informal organisation serves as a check on arbitrary activities of managers.
6. Give features of a functional organisation.
Ans. Features of a functional organisation (Any two):
(i) The entire work of organisation is divided into major functions or departments.
(ii) Each major function is under the charge of a specialist.
(iii) An employee has to get instruction from many functional experts.
(iv) Every functional exprt is given functional authority to command people of other departments
concerning his function.

7. State the circumstances in which a functional organisation is more suitable.
Ans. (i) It is suitable for large-size enterprises with high degree of specialisation.
(ii) Where work load on managers is uneven.
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(iii) Where strict discipline is not required.
(iv) Where dispersal of authority is in the interest of the enterprise.
8. What is functional organisation?
Ans. In functional organisation the entire work of an enterprise to divided into many convenient parts
and sub-parts. Every piece of work is entrusted to a specialist. These specialists are responsible for
commanding and directing activities in their own fields throughout the organisation. Subordinates
are accountable to different functional specialists for the performance of different functions.

N

9. What is Formal Organisation?

HA

Ans. It is made up of official relationships between individuals and groups in an enterprise. The formal
organisation is consciously designed to enable the people in the organisation to work together in
accomplishing the common objectives.

10. What are the steps in the process of organising?

AK

AS

Formal organisations are deliberately created, seek official goals, have a definite structure, are
bound by rules and regulations, and depend on official channels of communication. They tend to
be large in size, durable and impersonal in conduct.

PR

Ans. The steps in the process of organising are—(i) Identification and division of activities; (ii) creation
of departments; (iii) assignment of duties, and (iv) establishment of authority-responsibility
relationships.
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11. What is Informal Organisation?
Ans. Informal organisation is a network of social relationships which emerges as a natural outcome of
formal roles and official relationships among people.
Informal organisations arise spontaneously, seek individual as well as group goals, have no
structure, and are bound by feelings of friendship and help. They are also called grapevine and
tend to be small, instable and highly flexible.

OT

12. ‘Decentralisation is extending delegation to the lowest level.’ Comment.

BR

Ans. Decentralisation is the extension of delegiation of authority. Delegation means entrustment of
responsibility and authority from a manager to a subordinate. But decentralisation means scattering
of authority throughout the organisation. It is the diffusion of authority within the entire enterprise.
Delegation takes place from one person to another. But decentralisation is complete only when
delegation is made to all the people at a particular level or throughout the organisation.

L

13. What is Line Organisation?
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Ans. Line Organisation : It is the most ancient and easy method addressed by modern authority of
management subjects as Military organisation. Departmental organisation, Vertical organisation and
scalar organisation etc. Each direction is passed by the commander-in-chief and it then hierarchially
reaches to Colonel, Major, Captain, Lieutenant etc. and finally, reaches at the level of the solidiers.
Characteristics of line organisation is the following of order/directions systematically from the top
official to the lowest level worker/employee.
14. What is Line and Staff Organisation?

Ans. Line and Staff Organisation : Owing to ever increase in business complexities, the line
organisation was proved unsuitable and line and staff organisation came into being for removal
of defects crept in line organisation. In the format of organisation, a special staff is appointed for
proper advice to the officials. The rights in this organisation also flow from up to downside but a
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particular person is appointed for each work. He extends advice to the officers in their functions.
However, it depends on the direction of a officer whether he accepts the advice so given or not.
What is the need for delegation of authority?
(i) Reduction of burden of higher level executives.
(ii) Motivation, training and development of subordinates.
(iii) Enhancement of managerial effectiveness.
(iv) Ensuring quick decision-making.
What are the various types of Organisational Structure?
Types of Organisational Structure :
(i) Functional Structure : Each major function of the enterprise is organised as separate
department. It is logical, provides occupational specialisation, is less expensive and capable
of utilising the resources to the maximum.
(ii) Divisional Structure : Departments are made on the basis of product or territory. It is
more flexible and adaptable to change. This allows personnel to develop total expertise in
researching, manufcturing and distributing one product line.
Why there is a need for delegation of authority? Give four reasons.
The following are the reasons for delegating authority (Any four):
(i) Reduction of Burden of higher level executives.
(ii) Ensuring, quick decision-making.
(iii) Motivation, Training and Development of Sub-ordinates.
(iv) Enhancement of managerial effectivness.
(v) Achieving better human relations.
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A. Long Answer Type Questions

[4 Marks]

1. What is the need of organising?
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Ans. Organising is a prerequisite to convert plans into results. It is indispensable for every enterprise
for the following reasons :
(i) To identify the detailed set of activities to be performed.
(ii) To group the homogenous activities together into jobs and departments.
(iii) To create managerial positions and assign them the jobs/duties.
(iv) To equip managerial positions with required authority to take decisions.
(v) To establish relationship among different managerial positions.
2. What are the steps in the process of organising?
Ans. Steps in the Process of Organising :
(i) Identification and division of work : In this steps, organising involves identifying and
dividing the work according to pre-determined plan.
(ii) Departmentalisation : In this step, those activities which are similar in nature, are grouped
together.
(iii) Assignment of duties : In this step, work is allocated to different individuals as per the
knowledge and skills acquired by them.
(iv) establishing reporting relationship : In this step, hierarchical structure is established for
proper entrustment of authority and responsibility.
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3. Explain by giving any three reasons why organising is considered as an important function of
management.
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Ans. The following points highlight the crucial role that organising plays in any business enterprise :
(i) clarity in working relationship : The establishment of working relationships clarifies the
lines of communication and specifies, ‘who will report to whom.’ This removes ambiguity in
transfer of information and instructions.
(ii) effective administration : Organising provides a clear description of jobs and related duties.
This helps to avoid confusion and duplication. Clarity in working relationships enables proper
execution of work. Management of an enterprise thereby becomes easy and this brings
effectiveness in administration.
(iii) expansion and growth : Organising helps in the growth and diversification of an enterprise
by enabling it to deviate from existing norms and taking up new challenges and also by
facilitating its efficient management.

PR

AK

4. State any four points of importance of organising as a function of management.
Or
‘Organisation is the harmonious adjustment of specialised parts of the accomplishment of some
common purpose or purposes.’ In the light of this statement, explain any four points of importance
of organising.
Ans. Organising is considered as an important function of management because :

HE

RS

(i) Benefits of specialisation : Organising leads to a systematic allocation of jobs amongst the
work force. This reduces the work load as well as enhances productivity because of the
specific workers performing a specific job on regular basis. By doing a job on regular basis,
a worker gets experience in that area and leads to specialisation.

BR

OT

(ii) Optimum utilisation of resources : Organising leads to the proper usage of all material,
financial and human resources. The proper assignment of jobs avoids overlapping of work
and also makes possible the best use of resources. Avoidance of duplication of work helps
in preventing confusion and minimising the wastage of resources and efforts.
(iii) clarity in working relationship : The establishment of working relationships clarifies lines
of communication and specifies ‘who reports to whom’. This removes ambiguity in transfer
of information and instructions.

YA

L

(iv) expansion and growth : Organising help in the growth and diversification of an enterprise by
enabling it to deviate from existing norms and taking up new challenges. In other words, sound
organisation helps in taking the various activities under control and increases the capacity of
the enterprise to undertake more activities.

G

O

5. What is functional organisation structure?
Or
What is functional structure? Under what circumstances it would be appropriate?

Ans. A functional structure is an organisational design where in similar or related jobs are grouped
together into major functions. There is a separate department for each major function. For example,
in a manufacturing firm production, marketing, finance and personnel may be the key functions.
Functional structure would be appropriate in the following circumstances :
(i) When the size of the organisation is large
18
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(ii) The activities are diversified
(iii) A high degree of specialisation is required.
6. What is Informal Organisation? State its three features.

AS

7. “Authority can be delegated but accountability cannot be.” Explain.

HA

The main features of Informal Organisation are as follows (any three) :
(i) It emerges spontaneously as a result of personal interaction among employees.
(ii) It originates from within the formal organisation.
(iii) The standards of behaviour evolve from group norms.
(iv) It has its own independent channels of communication.
(v) It has no definite structure or form.

N

Ans. Informal organisation is the complex network of social relationship among employees. It emerges
from within the formal organisation when people interact beyond their officially defined roles.

PR

AK

Ans. Yes, it is right, to say that, authority or decision-making power can be delegated but the accountability
can never be delegated according to the principle of absolute responsibility or principle of abdication.
The accountability remains with the manager even after delegating the work.
For example, the directors of a computer manufacturing company have asked their production
manager to achieve a target production of 150 computers per day. The production manager has
asked his five foremen to achieve this target. Two of them could not achieve the target.

RS

In this case production manager is responsible and accountable for non-completion of target
because by passing authority and work to foremen, manager cannot get rid of his responsibilities
and accountability.

HE

8. What is Divisional Structure? Under what circumstances would it be appropriate?

BR

OT

Ans. Divisional structure is an organisational design in which there is a separate division for each line
of products. In each division, functions like production, marketing, finance etc. are performed.
Each division is self contained as it contains all functions related to a product line. Divisional
structure would be appropriate under the following circumstances :
(i) When the organisation produces a large variety of products.
(ii) When the organisation grows and requires more departments and employees.
9. Delegation of Authority is based on the Elementary Principle of Division of Labour.

YA

L

Ans. The principle of division of labour can be defined as the breaking down of an entire task into smaller
components so that an individual performs only that task in which he specialises. Delegation can be
defined as a process of dividing the work among the subordinates by an executive. When the work
of an executive increases so much in volume that he cannot hope to cope with it, he has to divide
it among his subordinates. This process of dividing the job (work) is referred to as delegation.

G

O

Both the principles aim at dividing the work among individuals so that they perform only that
much work which they can do efficiently. Thus, it can be said that “delegation, of authority is
based on the elementary principle of division of labour.”

10. What are the main features of Functional Organisation?

Ans. characteristics or Features of Functional Organisation (any four)
Following characteristics are seen in a functional organisation of the institution:
(i) The departments in an institution are made on the basis of functions. In other words, the
activities related to one function are executed in a deptt.
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(ii) Manager of each department is fully responsible for execution of that work efficiently. If sale
reduces, the sales manager is accountable and when production decreases, the production
manager is made accountable.
(iii) The General Manager is responsible for maintaining coordination in different departments and
the functions executed therein. He executes this function by issuing directions or arranging
general meetings.

HA

N

(iv) Each department falls under a manager expert in that particular function. Production manager
possesses expertise in production and sales manager has expertise in selling the goods
produced.
(v) This form of organisation is used within an instituting at one or other level.

11. With the help of chart discuss functional organisation structure.

AS

For example — further departmentation of the activities in separate sub-departments, under
departmental organisation is functional.
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Ans. Functional Structure : It is an organisational structure which is formed by grouping of jobs of
similar nature under various functional departments. Dividing the whole enterprise according to
the major functions to be performed by it, is known as functional organisation structure. This is
the simplest and the most prevalent form of organisational structure. In a functional organisational
structure, activities are grouped and departments are created on the basis of specified functions
to be performed. That is to say, the total work of the enterprise is divided into certain specific
functions and a specialist is made incharge of each function. For example, production, marketing,
finance and personnel are regarded as major functions for a manufacturing enterprise. The major
functions may further be divided into sub-functions. For instance, the marketing department may
further be divided into four sections (sub-functions) namely, advertising, sales, customers service
and marketing research. Similarly, recruitment, selection and training of staff may be considered as
one major function. Functional structure is the most commonly used basis for grouping activities.
It exists in almost every enterprise at some level of the organisational structure as it leads to better
planning and control of the key functions on which the survival and growth of the enterprise
depends. It facilitates specialised performance of various functions. The credit of introducing
functional type of organisational structure goes to F.W. Taylor.
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The organisational structure on the basis of functions is shown in the following diagram :
Board of Directors
General Manager

Production Dept.

Marketing Dept.

Finance Dept.

Personnel Dept.

Advertising Dept.

Sales Dept.

Customer Service Dept.

Research Dept.

Functional Organisation Structure
20
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12. Distinguish between Authority, Responsibility and Accountability
Ans. Distinction between Authority, Responsibility and Accountability (any four)

2. Origin

Accountability

Authority means
powers of a person to
take the decision and
to, implement it.

Responsibility is an
obligation accounting to
which a person should
perform his duties
efficiently.

Accountability is an
obligation to answer to
the superiors regarding
completion of a job.

Authority originates
from rules and
regulations.

Responsibility originates
from mutual relations
of superior and
subordinates.

Accountability arises
out of responsibility.

N

Responsibility

HA

Authority

AS

Basis of
difference
1. Meaning

3. Serial order Authority and
responsibility follow
each other.

Authority and
responsibility follow
each other.

4. Delegation

Authority can be
delegated to others and
can be shared also.

Responsibility cannot be Accountability can
delegated.
neither be delegated,
nor be shared.
However, it can be
shared with others

5. nature

Authority is a power.

Responsibility is
obligation.

6. Flow

It flows from upward
It flows from downward
to downward i.e., from to upwards i.e., from
superior to subordinate. subordinate to superior.

Accountability is an
answerability.
It flows from downward
to upwards i.e., from
subordinate to superior.
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Accountability follows
responsibility.

13. Why delegation is necessary for an effective organisation?

BR

Ans. Delegation is a key to sound organisation. “Just as the authority is the key to manager’s job,
delegation of authority is the key to organisation.” Delegation is a tool of getting things done
through others by sharing the authority with them. It increases a manager’s capacity to perform
organisational work by taking the help of subordinates
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Delegation is the means through which a manager can multiply himself. When his work
grows beyond his personal capacity, he can take the help of his subordinate. He can assign
some tasks to the subordinate and give necessary authority to perform the tasks. In this way,
the manager can lighten some of his burden. He will be able to concentrate on important
functions and delegate routine functions to his subordinates. This would increase his capacity
to work for the enterprise.

From the above discussion, it is clear that delegation of authority is essential if a manager has
to increase his efficiency and productivity, Louis A. Alien has rightly remarked, “How well one
delegates determines how well one manages.” In other words, success in managing is influenced
by effectiveness of delegation of authority. Thus, every manager has to master the art of delegation
of authority.
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14. Explain the importance of Delegation of Authority.
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Ans. Importance of Delegation of Authority : The importance of delegation of authority is clear from
the following facts (any four) :
(i) Reduction of executive Burden : The delegation of authority relieves the administrative
officers from the burden of those Junctions which are not very important and enables them
to pay special attention to more important tasks of the enterprise.
(ii) Improvement of Morale of Subordinates : The delegation of authority increases the
morale of employees because they get an opportunity to exhibit their skill, ability and
efficiency for the performance of work entrusted to them. The employees feel gratified
and satisfied.
(iii) Facility of expansion of Business : By delegation of authority to subordinates, the higher
officers can devote their valuable time and energy for the expansion of business of the
enterprise.
(iv) Vehicle of coordination : The delegation of authority aims at establishing and developing
constructive relations between higher authorities and subordinates. It is possible only when
the sub ordinates get proper guidance and directions. Thus, the delegation of authority is an
important source of maintaining harmonious relations and coordination.
(v) existence of Organisation : Delegation of authority plays a decisive role in making the
organisation strong and dynamic. It is a key to success of management.
(vi) Development of Subordinates : Delegation of authority gives an opportunity to the subordinates to properly understand and develop the sphere of their work, ability and talent.
When the sub-ordinates prove their worth in shouldering the responsibility efficiently, the
higher authorities provide opportunities for further developing their ability. The subordinates
get training and early opportunity of promotion.
(vii) Increase in Efficiency of Business Undertaking : By delegation of the authority the
management tasks are properly assigned and the sub-ordinates feel free to perform the work
within the prescribed period of time. This increases the overall efficiency of the business
undertaking.
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15. How do line, staff and functional authorities exist together in a functional organisation? Explain
with the help of an example.
Ans. A functional organisation refers to an organisation in which the line authority, staff authority and
functional authority coexist. Functional authority is a limited form of line authority given to a
manager over certain specific and specialised activities under the normal supervision of managers
who belong to other departments, for example, a personnel manager.
(i) As a line authority he exercises his authority in his own department for getting work done.
(ii) As a functional authority he ensures that personnel policies are being observed in all the
departments, i.e., production, marketing, finance, etc.
(iii) As a staff authority he assists other departmental heads as and when required by providing
his specialised knowledge.
B. Case Study Based Questions

[4 Marks]

1. Aradhana and Gandharv are heads of two different department in ‘Yumco Ltd.’ They are efficient
managers and are able to motivate the employees of their respective departments to improve
performance. However, their drive to excel in their own sphere of activity instead of giving
emphasis on objectives of the enterprise has hindered the interaction between the departments
22
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that Aradhana and Gandharv are heading. Often there are inter-departmental conflicts and they
have become incompatible. This has proved to be harmful in the fulfillment of the organisational
objectives. The situation has deteriorated to such an extent that the CEO of ‘Yumco Ltd.’ has
hired a consultant, Rashmi, to resolve the problem. After studying the situation closely, Rashmi
found that the problem has arisen due to inflexibility and a narrow perspective on the part of
both Aradhana and Gandharv. She is of the view that this situation is a result of the type of
organisational structure Yumco Ltd.’ has adopted.
From the above information, identify the organisational structure adopted by ‘Yumco Ltd.’ and
state any three advantages of the structure so identified.
Ans. Functional Structure is the organisational structure adopted by ‘Yumco Ltd.’.
Advantages of Functional Structure :
(i) It leads to occupational specialisation since emphasis is placed on specific functionas.
(ii) It promotes control and co-ordination within a department because of similarity in the tasks
being performed,
(iii) It increases managerial and operational efficiency.]
2. Jaanki works as a marketing manager in a small company. The company has recently launched
a new brand of room fresheners through aggressive promotion. However, the product is less in
demand and its sales are low. Jaanki decides to study the reasons for the poor likability of the
product through a market research. Keeping in view the volume of work, she knows it will be
impratical for her to handle it all by herself. In order to share her work, she deploys a team of
executives. She gives them the necessary authority and assigns them the responsibility to conduct
the research and report back to her so that she can make the decisions.
Identify and explain the concept used by Jaanki to share her work and authority with her
subordinates.
Ans. The concept used by Jaanki to share her work and authority with her subordinates is Delegation
of authority. Delegation of authority merely means the granting of authority to subordinates to
operate within prescribed limits.
3. Sangita works as a corporate event coordinator in an event management company. She has been
made an overall official incharge for organising a painting exhibition for one of the clients of
the company. For ensuring that the exhibition takes place successfully, she identifies the various
activities involved and divides the whole work into various task groups like marketing committee,
decoration committee and reception committee. In order to facilitate coordination within and among
committees, she appoints a supervisor of each group. Each member in the group is asked to report
to their respective supervisors and all the supervisors are expected to work as per Sangita’s a
orders.
(i) Identify the function of management being performed by Sangita.
(ii) Describe briefly the various steps involved in the performance of the function of management
as identified in part (i) of the question.
Ans. (i) The organising function of management is being performed by Sangita.
(ii) The steps involved in the process of organising are : (a) Identification and Division of Work,
(b) Departmentalisation, (c) Assignment of Duties, and (d) Establishing Reporting Relationship.
Explain these four points in brief.
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Functions of Management—
Staffing

HA

‘‘Staffing involves manning the organisation structure through proper and effective selection, appraisal
and development of personnel to fill the roles designed into the structure.”
—Koontz and O’donnell
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Staffing is the managerial function of attracting, acquiring, activating and maintaining human
resources for achieving organisational goals.
Staffing involves providing manpower through selection, appraisal and development of personnel.
The increasing size of the organisation and growing complexities of human behaviour have made
staffing a separate function.
Manpower planning implies estimating the manpower requirements.
Process of Staffing includes identification of Manpower Requirement, Recruitment, Selection,
Orientation, Placement, Training and Development.
Recruitment is the process of searching for sources of manpower supplies and includes preparation
of recruitment lists.
Recruitment is the process of searching for prospective employees and stimulating them to apply
for jobs.
Sources of Recrtuitments are : Internal and External. Internal sources include : promotions, transfer
and appointment of ex-employees and that External sources include : advertisement, employment
exchange, campus recruitment, recommendations of present employees, re-employment of exemployees etc.
Selection is a series of steps to screen the most suited candidate.
Selection refers to the process by which qualified applicants are selected by means of various
tests for the pre-determined numbers, out of large number of applicants.
Selection is the proces of finding a most suitable person for each position in the organisation. It
is a negative process whereas recruitement is a positive process.
The process of selection is concerned with the actual choosing of the employees, and involves a
number of steps.
Training is an organised procedure for increasing the knowledge and skill of people for a specific
purpose.
Training is the act of increasing the knowledge and skills of an employee for doing a particular job.
Training is a service function, providing management with professional support in meeting the
organisational objectives.
Development is to impart competencies and latest knowledge to the employees so as to equip
them for future challenges.
Development means the growth of an individual in all aspects.
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Compensation is the reward given to an employee for performing a job in an organisation.
Performance appraisal is a systematic evaluation of employees contribution to the organisation in
performance of their jobs.

Question Bank
SectIOn A
[1 Mark]
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A. Multiple Choice Questions
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Choose the correct option for each of the following questions :
1. Money spent on staffing is :
(a) wastage of money
(b) necessary
(c) investment
(d) none of these.
2. Staffing is the responsibility of :
(a) lower management
(b) middle management
(c) top management
(d) all of these.
3. Staffing is :
(a) part of organisation
(b) function of personnel management
(c) function of management
(d) all of these.
4. Human resource management includes :
(a) recruitment
(b) selection
(c) training
(d) all of these
5. Human Resource Management means :
(a) appointing right people for right jobs
(b) preparing job description for vacant positions
(c) managing human capital
(d) none of the above
6. This is not a part of recruitment process :
(a) estimates manpower requirements
(b) rejects applications of unqualified candidates
(c) invites applications from potential candidates
(d) identifies sources to find right candidates
7. This test is not a part of selection tests :
(a) aptitutde test
(b) personality test
(c) trade test
(d) medical test
8. This source of recruitement selects fresh talent :
(a) direct recruitment
(b) campus interview
(c) promotions
(d) adveritsements
9. A test which measures emotions, reactions and maturity of an individual :
(a) intelligence test
(b) trade test
(c) personality test
(d) aptitude test
10. Development of Human Resource management as a management function is a result of :
(a) industrial revolution
(b) establishment of factory system
(c) changes in business environment
(d) all of these
11. It helps to improve the aptitude of an employee :
(a) training
(b) development
(c) education
(d) none of these
12. A test to measure the level of existing knowledge and skills in a potential employee :
(a) intelligence test
(b) trade test
(c) personality test (d) aptitude test.
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14. The advantage of using internal sources for filling position is :
(a) infuses fresh talent
(b) gives wider choice
(c) motivates existing employees
(d) all of these

N

13. In the job application form for the post of Production Manager, Raman had given details of his
present employer. The company contacted the General Manager of his present company to establish
Raman’s credibility. Identify the step in selection process being described in the above lines :
(a) Job offer
(b) Contract of employment
(c) Reference and background checking
(d) Selection decision.
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HA

15. Identify the correct sequence of the steps involved in the staffing process :
(a) Recruitment, Estimating the Manpower Requirements, Placement and Orientation, Selection
(b) Estimating the Manpower Requirements, Selection, Placement and Orientation, Recrutiment
(c) Selection, Estimating the Manpower Requirements, Recruitment, Placement and Orientation
(d) Estimating the Manpower Requirements, Recruitment, Selection, Placement and Orientation.
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16. Prem Prakash works as a software engineer in an IT company. He provided the reference of close
friend Kush to the Human Resource Department for the post of Senior Business Development
Manager. Kush was duly selected for the concerned post by the company. Identify the source of
recruitment being used by the company :
(a) Advertising
(b) Placement agencies and management consultants
(c) Recommendation of employers
(d) Direct recruitment.

HE

17. When the Principal of Gyan Deep Public School was on the verge of retirement, the management
of the school contacted a specialised business firm in order to fill up the vacancy. Identify the
sources recruitment being used by the management :
(a) Labour contractors
(b) Advertisting
(c) Placement agencies and management consultants (d) Direct recruitment.

BR

OT

18. Vishwas has always been fascinated by the hand woven textile designs. Therefore, he decided to
become a weaver. He was told that in order to understand and learn this workmanship, he will
have to work under the guidance of a master worker for a certain number of years. Identify the
type of training being described in the given lines :
(a) Vestibule training
(b) Apprenticeship training
(c) Internship training
(d) Induction training.
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19. Nirmal Limited is a company dealing in lights and illumination. Whenever the company is in need
of daily wage workers, a notice is placed on the factory gate for the same? Identify the source
of recuritment being used by the company :
(a) Placement agencies and management consultants
(b) Direct recruitment
(c) Labour contractors
(d) Advertising.
20. Nagma applied for the post of an art and craft teacher in a reputed school in Shimla. After
successfully clearing the tests and the interview, she was offered an employment contract containing
the terms and conditions, and the date of joining. Identify the steps in the staffing process being
described in the above lines :
(a) Reference and background checking
(b) Selection decision
(c) Job offer
(d) Contract of employment.
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21. Identify the correct sequence of the steps involved in the selection process :
(a) Medical Examination, Contract of Employment, Reference and Background checking, selection
Decision, Job offer.
(b) Reference and Background checking, Selection Decision, Contract of Employment, Medical
Examination, Job Offer.
(c) Job Offer, Reference and Background checking, Selection Decision, Medical Examination,
Contract of Employment.
(d) Reference and Background checking, Selection Decision, Medical Examination, Job Offer,
Contract of Employment.
22. Selection of executives is :
(a) lower level executives
(b) middle level executives
(c) top level executives
(d) all of these.
23. Recruitment in the life of organisation is :
(a) once
(b) twice
(c) occasionally
(d) continuous
24. Employees training is :
(a) necessary
(b) unnecessary
(c) compulsory
(d) wastage of money.
25. Objective of development is :
(a) increase in knowledge
(b) better performance
(c) opportunity of promotion
(d) all of these.
26. Development of employees involves :
(a) promotion
(b) transfer
(c) training
(d) all of these.
2. (d)
12. (b)
22. (d)

3. (b)
13. (c)
23. (d)

4. (d)
14. (c)
24. (a)

5. (c)
15. (d)
25. (d)

OT

1. (c)
11. (a)
21. (d)

HE

ANSWERS

6. (b)
16. (c)
26. (d)

7. (d)
17. (c)

BR

B. Very Short Answer Type Questions

8. (b)
18. (b)

9. (c)
19. (b)

10. (d)
20. (c)

[1 Mark]
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1. Why staffing is considered a continous process?
Ans. Staffing is a continuous process because new jobs may be created and some of the existing
employees may leave the organisation.
2. What is the meaning of ‘Human Resource Management’?
Ans. Human Resource Management refers to that Branch of Management which involves selection and
recruitment of employees, their development and best utilisation of their services.
3. Is the expenditure incurred on training a wasteful expenditure?
Ans. No, this expenditure is a kind of investment and not a wasteful expenditure.
4. Which of the following has a wider coverage : Human Resource Management and Appointments?
Ans. Human Resource Management.
5. Are the external sources for recruitment better than the internal sources?
Ans. Yes, the external sources for recruitment are better than the internal source. This is because it
enables selection of young persons who are ambitious and willing to work hard. It also offers a
wider scope for selection and the possibilities of favouritism get reduced.

Goyal’s ISC Commerce Question Bank with MTP Class 12 for Semester-2 Examination

27

GOYAL
BROTHERS
PRAKASHAN

A DIGITAL LEARNING APP

Learn @ ` 1 Per Day

G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

HA

N

6. Training through rotation of duty or changes in work assignment is meant for which category of
employees?
Ans. Work rotation training is used for training both new and old employees.
7. What is the role of human resources in achieving the organisational goals?
Ans. The success of an organisation in achieving its goals is determined to a great extent on the
competence, motivation and performance of its human resources.
8. Why recruitment is called a positive process?
Ans. Recruitment is said to be a positive process because its objective is to create a pool of candidates
from which a choice can be made.
9. How does training help in increasing adaptability?
Ans. Through mental development of employees.
10. What is the main purpose of training?
Ans. The main purpose of training is to enhance the skill and productivity of workers.
11. What is the objective of training through rotation of duty?
Ans. Training through rotation of duty enables employees to gain knowledge about all the departments
of the organisation.
12. Why selection is called a negative process?
Ans. Selection is said to be a negative process because it seeks to identify a few candidates who are
fit for the job out of many.
13. Is training a continuous and ongoing process?
Ans. Yes, whenever some changes take place in the business then training becomes necessary and so
we can say that training is continuous and ongoing process.
14. How would you say that staffing is an inherent part of human resource management?
Ans. Staffing is an inherent part of human resource management as it is the practice of finding, evaluating
and establishing a working relationship with people for a purpose.
15. Which test helps the company to know about the qualities and the moral values of the candidate?
Ans. Personality test helps the company to know the moral values and other attributes of the candidate.
16. Which function of management fills the jobs created by organising function?
Ans. Staffing.
17. What is main purpose of workload analysis?
Ans. Workload analysis helps to prepare the job description and job profiles for the vacant positions.
18. Out of training and development, which one is future-oriented process?
Ans. Development.
19. What is the main objective of development?
Ans. Development aims to improve present skills and develop higher skills for future growth in the
career.
20. Staffing ensures efficiency and higher productivity. Do you agree?
Ans. Yes, staffing ensures efficiency and higher productivity by putting right people on the right jobs.
21. Out of training and development, whose scope is wider?
Ans. The scope of developing is wider.
22. What information does workforce analysis provide?
Ans. Workforce analysis helps to find out if the organisation is optimally staffed. It reveals information
about the department which may be overstaffed or understaffed.
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23. What is meant by recruitment of employees?
Ans. It refers to searching of prospective candidates and inducing then to apply to the organisation. Its
main purpose is to make a pool of candidates.
C. Answer in True or False

[1 Mark]

1. Staffing is the responsibility of personnel department only.
2. Staffing function is required only in large organisations.
4. Promotion is an external source of recruitment.
5. Selection is done before recruitment.
6. Recruitment is a negative process.

AS

7. Internal recruitment is less time consuming than external recruitment.
8. Casual callers are an internal source of recruitment.

AK

9. Selection is a positive process.

HA

N

3. Staffing is a one-time function.

10. Recruitment and selection are one and the same.

PR

11. Staffing is the function of top management only.
12. Staffing is a part of organising.

ANSWERS
3. False
8. False

RS

2. False
7. True
12. False

4. False
9. False

HE

1. False
6. False
11. False

D. Assertion-Reason Type Questions

5. False
10. False

[1 Mark]
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OT

1. Assertion: Staffing is a managerial function.
Reason: Staffing is a continuous process.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
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O

YA

2. Assertion: Promotion is included in internal sources of recruitment.
Reason: Direct recruitment is one of the main external sources of recruitment.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

3. Assertion: Training is essential for all employees.
Reason: Training is a process after recruitment.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
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4. Assertion: Human Resource Management includes many specialised activities and duties.
Reason: When staffing function is carried on at a large scale, it becomes Human Resource
Management.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

2. (c)

3. (d)

4. (a)

5. (c)

SectIOn B

PR

Short Answer Type Questions
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Ans. 1. (b)
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5. Assertion: There are mainly two sources of recruitment : (i) Internal Sources and (ii) External
sources.
Reason: Recruitment refers to selecting most suitable candidate to perform the job.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

[2 Marks]

1. How is staffing function related to the other functions of a manager?
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Ans. Staffing injects life into the organisation as the staff mobilities the physical resources
towards production. Without people, organisation is an empty shell of job positions. Hiring
and development of staff enables an organisation to function successfully in the changing
environment.
2. Give any two external sources of recruitment.
Ans. (i) employment exchanges : Employment exchanges register the names of job seekers and
maintain the records of their qualifications, experience, etc. Employers inform these exchanges
about the vacancies and they refer the names of people possessing required qualifications
and skills.
(ii) Advertising : We can call job seekers by publishing the vacancies in newspapers or magazines.
These sources provide a wide range of applicants.
3. External sources of recruitment are better than internal sources. Do you agree? Give two reasons
in support of your answer.
Ans. Yes, we agree with this statement because of the following reasons :
(i) It provides a wider choice.
(ii) The organisation can obtain talented candidates with fresh outlook from outside.
4. Explain briefly how preliminary screening is done in the selection procedure.
Or

G

What is preliminary screening of a candidate?
Ans. Preliminary screening is the first stage of selection process. It is a brief interview. Generally, it is
conducted by a receptionist or some other official. This interview checks whether the candidate
is having minimum qualifications or not. Its aim is to eliminate unsuitable candidates. In it, the
candidates possessing the minimum qualifications are given the prescribed application form known
as application blank.
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5. Staffing is a function of every manager. Explain.
Ans. Generally, most organisations have a personnel department to perform the staffing function. It
performs these functions in consultation with the departmental manager concerned. For example,
if a sales officer has to be selected, the personnel department will select him with the help of
the sales department. It shows that staffing function is performed by all managers. The role of
staffing is much more than the role of personnel department. Personnel department is only a serivce
department. But the staffing function is performed by all managers. No one can escape from the
responsibility of managers.
6. Is staffing a separate function of management?
Ans. Staffing is a managerial function of managing positions in organisation structure. It is related to
arranging required manpower. The concept of staffing is broad and it applies to managerial as
well other employees. Some authors are of the view that staffing is a part of organising. They
treat staffing as an element of organising process, but it will be better to treat both separately.
Staffing should be taken as a separate function of management.
7. What do you mean by training?
Ans. A susccessful operation of activities of a business enterprise requires theoretical and practical
knowledge, ability, experience and skill. The means through which such knowledge, skill and
ability can be acquired is called training. The purpose of training is to mould the behaviour of
people so as to enable them to perform their jobs in better way.
8. What do you mean by Recruitment?
Ans. It means inducing or attracting more and more candidates to apply for vacant job positions in
an organisation. This function is very important because the end result of recruitment function is
receiving large number of applications to make selection from. Recruitment is a positive process
as it attracts suitable candidates to apply for available jobs.
9. Write two types of Internal Sources of Recruitment?
Ans. Types of Internal Sources of Recruitment :
(i) transfer : It means shifting an employee to a higher post carrying higher salary, status and
responsibility.
(ii) Promotion : It refers to shifting an employee to a similar job with no change in salary, status
and responsibility.
10. Define training and development.
Ans. training : It refers to the process by which aptitudes, skills and abilities of employees to
perform specific jobs are improved. According to Michael Armstrong. Training is the systematic
development of knowledge, skills and attitudes required by an individual to perform adequately
a given task or job.

G

O

Development : It involves growth of an employee in all respects. It dentoes the process by
which the employees acquire skills and competence to do their present job and increase their
capabilities for handling higher jobs in the future. Development is a continuous process of building
competencies of employees and thus facilitating overall development of employees.
11. Why is training important for an organisation? State any two reasons.
Ans. Training is important for an organisation because of the following reasons (any two) :
(i) Training of the workers leads to increase in productivity and reduction of wastages.
(ii) It reduces absenteeism and labour turnover as trained workers becomes more confident and
thus, they become regular and stick to their job and place.
(iii) It is required to teach technology and work methods to employees.
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12. What do you understand by Human Resource Management?
Ans. Human Resource Management is that branch of management which is concerned with the
recruitment, selection, development and the optimum use of the employees. In other words, human
resource management is concerned with the employees engaged at all levels of an organisation.
Human resource management ensures that every employee makes his maximum contribution to
the achievement of business goals. Hence, such human resource be made available as is perfectly
efficient. It is the job of human resource management to make efficient human resource available.
In order to fulfil this task, Human Resource Department is established in large organisations and
that this department function under the supervision of Human Resource Manager.
13. Are Human Resource Management and staffing the same?
Ans. Human Resource Management is concerned with the human beings in an organisation. It reflects
a new outlook which views organisation’s manpower as its resources and assets. Human resource
is a source like any other natural resource. Management can make better use of this resource by
taping and developing it. Staffing, on the other hand is concerned with employing and developing
the employees so that they contribute their maximum to the organisation. Staffing is a part of
human resource management. HRM deals with all those aspects of work force which are taken
up in staffing.
14. What do you mean by Selection of personnel? Define.
Ans. Meaning of Selection : Selection is purported to selection of able candidates through various
tests out of the large number of applicants in number pre-determined.
Definitions of Selection:
(i) According to Dale Yoder : Selection is the process in which candidates for employment are
divided in two classes, those who are offered employment and those who are not.
(ii) In the words of Weighich and Koontz : Selecting manager is choosing from among the
candidates the one who best meets the position requirements.
15. Why Staffing function has assumed greater importance these days? Give reasons.
Ans. Staffing function has assumed greater importance these days due to the following reason :
(i) increasing size of organisation
(ii) rapid advancement of technology
(iii) Complicated behaviour of human beings.
16. Write three disadvantages/limitations of External Source of Recruitment.
Ans. Limitations of external Sources of Recruitment
(i) Dissatisfaction among existing employees: External recruitment causes disssatisfaction and
frustration among the existing employees because they feel that their chances of promotion
are reduced.
(ii) A lengthy process: External recruitment takes a long time. The management has to notify
the vacancies and then wait for applications from prospective candidates.
(iii) A costly process: The process of recruitment of candidates from outside is very expensive.
A lot of money and time has to be spent on advertisement and processing applications,
conducting tests and interviews.
17. Internal sources of recruitment are better than external sources of recruitment. Explain by giving
reasons in support of this statement.

Ans. Internal sources of recruitment are better than external sources in the following respects (any two):
(i) economical sources : Internal sources are less time consuming and less expensive because
the organisation and the employees are already known to each other.
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(ii) Simplifies the process of selection: Since, the employees are already known to the
organisation, therefore, the process of selection and placement gets simplified.
(iii) Motivates employees: Filling higher level jobs through promotion helps to improve the
motivation and morale of employees as they know that they can be promoted to senior
position in the organisation if they work hard for the organisation.

SectIOn c
[4 Marks]
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A. Long Answer Type Questions
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1. Human Resource Management includes many specialised activities and duties. State any four such
activities.
Ans. The duties of Human Resource Managers are :
(i) Training and development of employees for efficient performance.
(ii) Maintaining labour relations and union management relations.
(iii) Handling grievances and complaints.
(iv) Providing for social security and welfare of employees.
2. ‘‘There is no need of human resource planning so as many people are available in the market
these days.’’ Do you agree with this statement? Give reasons.
Ans. No, I do not agree with this statement. There is great need for human resource planning because
of following reasons :
(i) Organisations need human resource planning to meet the demands of changing job requirements
due to rapidly changing technology.
(ii) Human resource planning helps the companies to know the shortage and surplus of manpower
in various departments. So corrective and timely measures can be taken by the companies.
(iii) All the people available in market are not suitable for performing the jobs as per the
requirements of company so human resource planning is necessary to select right type of
person to perform the job.
3. What is staffing? Explain its nature.
Ans. Staffing is the managerial function of filling and keeping filled the various positions in the
organisation. It is the part of the management process which is concerned with obtaining, utilising
and maintaining satisfactory and satisfied workforce.
The main features of staffing are as follows :
(i) Staffing is an integral part of the management process.
(ii) It deals with the human element.
(iii) Staffing is needed in all organisations.
4. Explain why staffing is considered as the most important part of Human Resource Management?
Ans. Staffing is the most important part of Human Resource Management as it develops and manages
the human elements of the enterprise considering their knowledge, skill, creativity, talents and
potentials for contributing towards organisational objectives. It functions within the scope of human
resource department.
Human Resource Management involves determining the organisation’s need of human resources,
recruiting and selecting the best employees, developing, providing compensation and rewarding
the employees. It also includes activities related to liaison with government, trade unions, etc.

Staffing is the inherent part of Human Resource Management which can be made more clear by
analysing this example, when the above stated functions are carried out at small scale in small
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organisations by every manager, we call it as staffing function and when these functions are
performed at large scale in a big organisation, there is a need to create a separate department
called human resource department.
‘‘Staffing is a basic function of every manager.’’ Comment.
Or
‘‘Staffing is the responsibility of all managers and not of the personnel department only.’’ Explain
this statement.
Staffing is a basic function of management. Every manager is continuously engaged in performing
the staffing function. He is actively associated with recruitment, selection, training and appraisal
of his subordinates. These activities are performed by the chief executive, departmental managers
and foremen in relation to their subordinates. Thus, staffing is a pervasive function of management
and is performed by the managers at all levels.
It is the duty of every manager to perform the staffing activities such as selecting, training,
performance appraisal and counselling of employees. In many enterprises, Personnel Department
is created to perform these activities. But it does not mean that the managers at different levels
are relieved of the responsibility concerned with staffing. The Personnel Department is established
to provide assistance to the managers in performing their staffing function. Thus, every manager
has to share the responsibility of staffing.
What are the nature and characteristics of staffing?
Following are the nature and characteristics of staffing (any four) :
(i) Staffing is a Separate Managerial Function : The staffing was considered as an organ of
the organisation but it is considered a managerial function having distinct importance. For
recruitment of employees under staffing, those manners and skill is used which will be difficult
to use by the managers engaged with the organisational function. Besides it, the skill and
practice in the field of staffing have been now fully developed.
(ii) Staffing is Essential at all Levels : The functions of staffing starts from managing director
and it descends to the lowest level i.e., the recruitment of workers.
(iii) Staffing Related to Human Behaviour : Human beings are the subject of staffing. It has
peculiar complexities and difficult enough to discharge perfectly. An expert in staffing can
only tackle this function efficiently.
(iv) Social Responsibility : Social responsibility is most improtant in staffing. It comprises
recrutment, training, development, salary, promotion, motivation and bonus etc. This is
therefore, the duty of a staffing manager to execute this responsibility unbiased.
(v) Appraisal : The staffing manager should carry an evaluation of employees and it should also
be impartially.
Briefly discuss any four steps in the process of staffing.
The process of staffing consists of the following steps (any four):
(i) estimating the manpower requirements : First of all, the number and type of employees
required by the organisation are estimated. This is called manpower planning. This is done on
the basis of work load analysis and work-force analysis. Workload analysis reveals the number
of types of human resources needed for performing various jobs. Work-force analysis would
reveal the number and type of people available. The gap between the two would indicate
additional people to be recruited.
(ii) Recruitment : Recruitment is the process of searching for prospective employees and
stimulating them to apply for jobs in the organisation.
(iii) Selection : It is the process of choosing from among the pool of candidates created at the
recruitment stage. It helps to ensure that the organsiation gets the best among the available.

PR

YA

L

BR

OT

HE

RS

6.
Ans.

AK

AS

HA

Ans.

Learn @ ` 1 Per Day

N

5.

A DIGITAL LEARNING APP

G

O

7.
Ans.

34

Goyal’s ISC Commerce Question Bank with MTP Class 12 for Semester-2 Examination

GOYAL
BROTHERS
PRAKASHAN

A DIGITAL LEARNING APP

Learn @ ` 1 Per Day

(iv) Placement and orientation : Placement refers to the employee occupying the post for which
he has been selected. Orientation is the process of introducing the selected employee to other
employees and familiarising him with the policies and rules of the organisation.
(v) training and development : Training is the process of upgrading the knowledge and skills
of employees so that they can perform their jobs better. Development is the process of overall
growth of employees.
(vi) Performance appraisal and compensation, career planning and promotion.
8. What are the benefits to the organisation for putting right people on the right job.

HA

Define staffing as functions of management and state its importance.

N

OR

OT

HE

RS

PR

AK

AS

Ans. According to Koontz and O’Donell, ‘The managerial function of staffing involves manning the
organisational structure through people and effective selection, appraisal and development of
personnel to fill the roles designed in to the structue’.
Staffing function of management helps in obtaining right people and putting them on the right
jobs. Proper staffing ensures the following benefits to the organisation (any four) :
(i) Obtaining competent personnel : In all organisations, there is a need for people to perform work.
Staffing function helps in discovering and obtaining competent personnel for various jobs.
(ii) Survival and Growth : By appointing an efficient staff, staffing ensures the continuous survival
and growth of an enterprise. An organisation grows with the sincere efforts of its employees only.
(iii) Higher performance : Staffing finds the right person for the right job. It ensures higher
performance of the employees as work is assigned according to their capabilities and at the
same time, organisational objectives are achieved in the most efficient and effective manner.
(iv) Motivation and Morale : Staffing as a separate function, is needed to motivate employees
for better performance, incentive plans, staff welfare and for other personnel activities. If there
is a separate personnel department in the organisation, it motivates employees and develop
higher morale in them.
(v) Optimum utilisation of human resources : Through manpower planning and job analysis,
we can find out the number and types of employees required in the organisation. So, there
are no chances of overmanning, shortage or under-utilisation of personal.

Recruitment
Selection
It aims to create a large pool of It aims to ensure that competent
applicants.
candidate is employed.

L

Basis
(i) Purpose

BR

9. Distinguish between Recruitment and Selection.
Ans.
Difference between Recruitment and Selection

It is a positive process as it encourages It is a negative process as it rejects
people to apply for job.
more proprtion of candidates.

(iii) Stage

It precedes selection process.

(iv) Process

It is a simple process as candidates are It is a complex process as candidates
not required to cross many hurdles.
are required to cross several hurdles.

G

O

YA

(ii) nature

It starts after recruitment.

10. External sources of recruitment are better than external sources of recruitment. Explain by giving
reasons in support of this statement.
Ans. External sources of recruitment are considered better than internal sources because of the following
reasons :
(i) Qualified personnel: People outside the organisation may have required qualification, training
and skills available with them which may serve the organisation.
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(ii) Fresh talent: The entry of fresh talent into the organisation is encouraged. New employees
bring new ideas to the organisation.
(iii) Wider choice: When vacancies are advertised, there are chances of receiving large number
of applications. Therefore, it offers a wide choice of selection to the management.
11. What are the steps involved in selection process by an individual unit?
Or
What is the procedure of selecting an employee for Job?
Or
Explain the process of selection of employees.

OT

HE

RS

PR

AK

AS

HA

Ans. Following are the main steps of selection process adopted by large organisations :
(i) Preliminary screening : It helps the manager to eliminate those applications who are not
suitable for the current job. Such screening helps in rejecting unfit job seekers by analysing
the information supplied in the application form.
(ii) Selection tests : Through various tests, ability and skills of the candidates are evaluated. These
tests are dividend into the following three categories : 1. Psychological test, 2. Proficiency
test, and 3. Other tests-like communication ability, mental maturity, writing ability test etc.
(iii) employment interview : Having successfully cleared all the tests related to employment by
the candidate, he is called for final interview. The objective is to judge the personality of the
candidate, his way of talking, his conduct and temperament, his interest, presence of mind
and maturity etc.
(iv) Selection decision : Applicants who clear selection tests, employment interview and reference
checks are selected. Prior taking final selection decision, the opinion of concerned manager
is sought.
(v) Job offer : After successfully clearing, the job offer is given to the selected candidates for
job. A date is mentioned in the appointment letter, from which one has to report for the duty.
(vi) contract of employment : After the acceptance of job offer by a selected candidate, he
becomes an employee of the organisation. In this phase, appointee signs and accepts the
conditions.
12. Distinguish between Internal and External Recruitment.
Ans. comparison of Internal and external Recuritment (any four) :
Internal Recruitment
external Recruitment
It involves search of candidates It involves finding candidates from
from within the organisation.
outside the organisation.

(ii) Motivation

The existing staff is motivatived to The existing staff feels dissatisfied
improve their performance.
if external sources are used.

YA

L

BR

Basis of difference
(i) Meaning

(iii) time Required

It takes less time to recruit from It takes very long time to recruit
internal sources.
from external sources.

G

O

(iv) talent or Quality Choice of candidates is limited. The The business can hope for talented
scope of fresh talent is diminished. candidates from outside. This
means infusion of new blood and
new ideas into the enterprise.

(v) economy

This process is cheaper. It does not This process is costly as vacancies
involve any cost of contacting the have to be notified in newspapers,
external sources.
etc.

13. ‘‘Internal sources of recruitment are considered better than external sources.’’ Do you agree? Give
any four reasons in support of your answer.
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Ans. Internal sources of recruitment are considered better than external sources because of the following
reasons :
(i) Employees are motivated to improve their performance. The morale of the employees is
increased.
(ii) Filling of jobs internally is cheaper as compared to getting candidates from external sources.

(iv) Industrial peace prevails in the enterprise because of promotional avenues.

N

(iii) A promotion at a higher level may lead to a chain of promotions at lower levels in the
organisation. Thus, many employees are benefitted because of internal promotion.

14. What is the Need and Importance for Training to employees?

AS

Ans. Training is important and needed for the following reasons (any four) :

HA

(v) Transfer has the benefit of shifting workforce from the surplus departments to those where
there is shortage of staff.

AK

(i) Matching Abilities to Position Occupied : Staffing is not just filing of positions. Rather it
involves placing a person of required qualification. If person to be placed does not possess
skills, training may help him to improve his abilities. Thus, training is required to improve
skills of people working in an organization.

PR

(ii) to Improve Performance : Performance can be improved only if person performing job knows
efficient methods and techniques. Training provides improved, efficient and effective methods and
techniques to perform jobs. It is, therefore, required to improve performance of workers.

RS

(iii) Understanding Operational Skills : To perform a job mere theoretical knowledge is not sufficient.
Workers must know operational aspects. Training methods like live demonstration, performance
under supervision, explain apparent and latent aspects relating to operational skills.
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Ans.

BR

15.

OT
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(iv) to effectively utilize existing Manpower : There may be situations when there is surplus
manpower. It may be difficult to simply throw it out. Training provides solutions whereby
surplus people are trained to perform jobs where they may be needed.
(v) to Mould Attitude : Training explains working conditions, work hazards and ways to get out of
problems faced by the employees. It generates a positives attitude and sincerity among employees.
What are the elements of staffing?
Or
What are the aspects or components of staffing?
There are three aspects or components or elements of staffing :
(i) Recruitment : Recruitment means the process under which different sources for future
employees are searched for, and they are motivated to apply by sending application for their
selection in the organisation. It is a positive step which aims at attracting number of candidates
to apply for the given job. The higher the number of people who apply for a job, the higher
will be the possibility of getting a suitable employee.
(ii) Selection : Selection, on the other hand is a negative process in which a person is selected
and the others are rejected. It aims at selecting the most rateable person out of the candidates
who have applied for the job.
(iii) training : Training is a process through which efforts are made to increase the efficiency in
the employee for a particualr job, so that their knowledge and skill both are increased.
‘‘Recruitment is a positive process while selection is negative.’’ Comment.
Recruitment is a proces of searching for prospective employees and stimulating and encouraging
them to apply for jobs in an organisation. The aim is to attract more and more applicants so
that proper selection is made. Selection is a method to find out suitable candidates for the jobs.

16.
Ans.
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Since there are more candidates than the jobs, unsuitable candidates will be rejected. From the
application blank to the final process, selection process involves rejecting some candidates. At
every stage some candidates are eliminated so that only suitable out of them go for final choice. So
in recruitment we encourage more and more persons to apply for the job whereas in selection we
try to eliminate comparatively less suitable persons. It is because of this reason that recruitement
is called a positive process and selection is called a negative process.
17. What is the need of staffing function?
Ans. Staffing function is needed for the following reasons (any four):
(i) It is helpful in discovering and employing competent persons.
(ii) It reduces cost of personnel by avoding wastage of human resources.
(iii) Employees get job satisfaction by improving their performance.
(iv) It improves quantity and quality of output by placing people at right jobs.
(v) By developing talent of employees, the firm can grow better.

[4 Marks]

AK

B. Case Study Based Questions

PR

1. ‘Mogra Industries Ltd.’ approached a well-established university in the city of Madurai to recruit
qualifed personnel for various technical and professional jobs. They selected Tanya, Ritu, Garima
and Chetan for various vacancies in the organization.

RS

After the selection and placement, ‘Moga Industries Ltd.’ felt the need to increase the skills and
abilities, and the development of the positive attitude of the employees to perform their specific
jobs better. The company also realized the learning new skills would improve the job performance
of the employees. Hence, the company decided to take the actions for the same.
(a) Name the step of the staffing process regarding which the company decided to take action.

HE

(b) State the benefits of the action to ‘Moga Industries Ltd.’
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L

BR

OT

Ans. (a) Training and Development,
(b) Benefits of Training :
(i) It avoids wastage of efforts and money as training is systematic learning, better than hit
and trial methods.
(ii) It enhances employee productivity both in terms of quantity and quality leading to higher
profits.
(iii) It equips the future manager to take over in an emergency.
(iv) It reduces employee’s turnover as it increases employee morale and reduces absenteeism,
and
(v) It helps in obtaining effective response in a fast changing environment.

G

O

2. A company manufactures very sophisticated switch gears used in automatic cars. For this
the company uses hi-tech machines. Most of the times the workers of the factory remain
idle because of lack of knowledge regarding the use of these hi-tech machines. The frequent
visits by the engineers and constant supervision of the foreman results into high overhead
charges. Explain the way by which this problem can be overcome. Also, state how this helps
the employees.

Ans. The problem faced by the firm can be solved by providing training to the employees (factory
worker in this case).
Benefits of training to employees:
(i) Training increases satisfaction and morale of the employees.
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(ii) Training makes the employees more efficient, hence changes of accidents are reduced.
(iii) Training helps the employees to earn more due to improved performance.
(iv) Training helps in promotion and career growth due to improved skills and knowledge.
3. Ashish, the Marketing Head, Raman, the Assistant Manager and Jyoti, the Human Resource
Manager of ‘Senor Enterprises Ltd.’ decided to leave the company.

HA

N

The Chief Executive Officer of the company called Jyoti, the Human Resource Manager
and requested her to fill up the vacancies before leaving the organization. Informing that
her subordinate Miss Alka Pandit was very competent and trustowrthy, Jyoti suggested that
if she could be moved up in the hierarchy, she would do the needful. The Chief Executive
Officer agreed for the same. Miss Alka Pandit contacted ‘Keith Recruiters’ who advertised for
the post of Marketing Head for ‘Senior Enterprises Ltd. They were able to recruit a suitable
candidate for the company.
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Raman’s vacancy was filled up by screening the database of unsolicited applications lying in the
office.
(i) Name the internal/external sources of recruitment used by ‘Senior Enterprises Ltd.’ to fill up
the above stated vacancies.
(ii) Also state any one merit of each of the above identified source of recruitment.
Ans. (i) Sources of recruitment used by ‘Senor enterprises Ltd.’ :
(a) Promotion – for the post of Human Resource Manager
(b) Placement Agencies and Management Consultants – for the post of Marketing Head
(c) Casual Callers – for the post of Assistant Manager
(ii) One merit of each source of recruitment:
(a) Promotion: Promotion of employees helps in improving their motivation, loyalty and
satisfaction level.
(b) Management consultants: Management Consultancy firms help the organization to
recruit technical, professional and managerial personnel. They recommend suitable names
to their clients.
(c) casual callers: Maintaining a database of unsolicited applicants in their offices helps
the organization in reducing the cost of recruiting workforce. It is the cheapest source of
recruitment.
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Functions of Management—
Directing

HA

‘‘Directing is a Complex function that includes all those activities which are designed to encourage
subordinates to work effectively and efficiently.’’
— Koontz and O’ Donnell.

�
�
�
�
�
�

AK

The process of directing includes four elements: Supervision, Motivation, Leadership, and
Communication.
Supervision is effective guidance, direction and intelligent utilisation of the human energies of
the enterprise.
Supervision is overseeing of subordinates to ensure the execution of assigned jobs as per orders
and instruction issued.
Supervision is a universal function of all managers: at all levels, in the management hierarchy.
The term supervision is normally used in management to mean, overseeing the employees at work.
It implies, instructing, observing, monitoring and guiding the subordinates at workplace to ensure
that plans and procedures are implemented as intended.
Supervision refers to monitoring the progress of work of one’s subordinates and guiding them
properly.
Supervisor has to play three different roles at the same time: as a keyman, as a mediator and as
a human relation specialist.
Motivation is an inner feeling which energises a person to work more.
Motivation refers to the way in which urges, drives, desires, aspirations, strivings or needs direct,
control or explain the behaviour of human beings.
Motivation process involves identifying deficiency, selecting and implementing alternative and
evaluating satisfaction.
Morale is state of mind and emotions, affecting the attitude and willingness to work, which in
turn, affects individual and organisational objectives.
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Directing is an inter-personal managerial activity. It makes subordinates to contribute effectively
and efficiently to attainment of objectives.
Directing involves motivating, leading, communicating and supervising subordinates.
Directing is the guidance and the inspiration of those persons who are to work for achieving
organisational objectives.
Directing function is concerned with initating action.
Directing is telling people what to do and seeing that they do it to the best of their ability.
Directing is a complex function that includes all those activities which are designed to encourage
subordinates to work effectively and efficiently.
Directing as a function of management is concerned with the instructing, guiding and inspiring
people in the organisation to achieve its objectives.
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Positive motivation is based on reward while negative motivation is based on force or fear.
Leadership is the ability of a manager to induce subordiantes to work with confidence and zeal.
Leadership is the ability to build up confidence and zeal among people and to create an urge in
them to be led.
Seven strategies to leadership are reason, friendliness, coalition, bargaining, assertiveness, higher
authority and sanctions.
Leadership is the activity of influencing people to strive willingly for mutual objectives.
The success of a business undertaking depends, to a great extent, on the efficient leadership.
Communication is exchange of views, information, facts and opinion between two or more persons.
Its elements are Sender, Message, Channels, Receive, Decoding and Feedback.
Forms of communications are formal or informal.
Communication means sharing of idea in common.
Communication is the process of passing information and understanding from one person to
another.
Communication refers to an art of transferring facts, ideas, feelings etc. from one person to another
making him understand them.
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Choose the correct option for each of the following questions:
1. Direction is:
(a) Compulsory
(b) necessary
(c) unnecessary
(d) wastage of time
2. Direction is related to employees:
(a) top level
(b) middle level
(c) lower level
(d) all level.
3. Direction is:
(a) pervasive
(b) performance-oriented
(c) continuous activity
(d) all of these.
4. Direction is not the aspect of management:
(a) practical
(b) theoretical
(c) inter-personal
(d) positive.
5. Main elements of direction are:
(a) 2
(b) 3
(c) 4
(d) 6.
6. Which of the following is not an element of communication process?
(a) Decoding
(b) Communication
(c) Channel
(d) Receiver
7. Status comes under the following type of barriers:
(a) Semantic barrier
(b) Organisational barrier
(c) Non Semantic barrier
(d) Psychological barrier
8. Grapevine is associated with:
(a) Formal communication
(b) Informal communication
(c) Horizontal communication
(d) Vertical communication
9. The software company promoted by Narayana Murthy is:
(a) Wipro
(b) Infosys
(c) Satyam
(d) HCL
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10. The highest level need in the need hierarchy of Abraham Maslow is:
(a) Safety need
(b) Belongingness need
(c) Self actualisation need
(d) Prestige need
11. The communication network in which all subordinates under a supervisor communicate through
supervisor only is:
(a) Single chain
(b) Inverted V
(c) Wheel
(d) Free flow
12. The process of converting the message into communication symbols is known as:
(a) Media
(b) Encoding
(c) Feedback
(d) Decoding
13. The direction/leading function of management does not include:
(a) Supervision
(b) Motivation
(c) Delegation of authority
(d) Communication
14. Which of the following is not an element of direction?
(a) Motivation
(b) Communication
(c) Delegation of authority
(d) Supevision
15. The motivation theory which classifies needs in hierarchical order is developed by:
(a) Fred Luthans
(b) Scott
(c) Abraham Maslow
(d) Peter Drucker
16. Supervisors are part of:
(a) Top Management
(b) Middle Management
(c) First-line or supervisory management
(d) All of these
17. The highest level need in the Maslow’s need hierarchy theory is:
(a) Physical Needs
(b) Belongingness Need
(c) Self Actualisation Need
(d) Status Need
18. This is an informal communication network:
(a) free flow network
(b) single chain network
(c) cluster network
(d) circular.
19. The leader is:
(a) by Birth
(b) made
(c) by birth and made both
(d) None of these.
20. The manager is:
(a) boss
(b) Owner
(c) leader
(d) None of these.
21. The leader has authority:
(a) Informal
(b) Formal
(c) Personal
(d) Governmental.
22. This is communication network for official information:
(a) circular network
(b) single strand network
(c) probability network
(d) none of these
23. The leader takes work from his subordinates:
(a) by fact
(b) by rod
(c) by threatening
(d) None of these.
24. Unclassified assumption is an example of:
(a) organisational barrier
(d) psychological barrier
(c) semantic barrier
(d) personal barrier.
25. The leadership is:
(a) Wastage of time
(b) Necessary
(c) Wastage of money
(d) Unnecessary.
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26. The leader possess:
(a) Intelligence
(d) Foresightedness
(c) Self-confidence (d) All of these.
27. As the incharge of a small scale factory manufacturing glassware, Rajesh guides his subordinates
and clarifies their doubts in performing a task, so that they are able to achieve the work targets
given to them. Identify the function of management being described in the above lines:
(a) Planning
(b) Staffing
(c) Direction
(d) Organising.
28. Kush as a Project Manager, is able to assess the true potential of his subordinates and constantly
motivates them to realise their full potential. Identify the element of direction being described in
the above lines.
(a) Leadership
(b) Communication
(c) Supervision
(d) Motivation.
29. Neeru works as a Project Co-ordinator in an export house. Whenever the workload is high, she is
able to convince her team by explaining to them the purpose, providing training and motivating
them with additional rewards so as to be able to win their wholehearted co-operation. Identify
the element of directing being described in the above lines:
(a) Supervision
(b) Motivation
(c) Leadership
(d) Communication.
30. Madhvi received a special gold coin from her school management for exceptionally good board
result of her students in her subject. Identify the need of Yamini being fulfilled as per Maslow’s
Need Heirarcy Theory:
(a) Esteem Needs
(b) Belonging Needs
(c) Self Actualisation Needs
(d) Basic Physiological Needs.
31. Kullo was facing the problem of high labour turnover in her firm. On the advice of her friend,
she introduced special benefits for the employees, which helped her to retain talented people in
the organisation. Identify the related point of importance of motivation:
(a) Motivation helps to improve performance levels of employees
(b) Motivation helps to reduce employee turnover
(c) Motivation helps to reduce absenteeism in the organisation
(d) Motivation helps to mould the attitudes of employees
32. As an employee of an automobile company, Shashi has always been very lazy and evasive. In
order to change his behaviour, his boss decided to give him an incentive. Identify the feature of
motivation being described in the above lines:
(a) Motivation is an internal feeling
(b) Motivation produces goal-directed behaviour
(c) Motivation is a complex process
(d) None of the above.
33. In order to motivate the workers in the factory to work overtime, Kush decided to provide additional
wages to the workers. On knowing this, a worker in his factory, Manju was very happy, whereas
Rama was disappointed as he preferred to go back home on time rather than working for overtime
wages. Identify the feature of motivation being described in the above lines:
(a) Motivation is an internal feeling
(b) Motivation produces goal-directed behaviour
(c) Motivation is a complex process
(d) Motivation can be either positive or negative.
1.
11.
21.
31.

(a)
(c)
(b)
(b)

2.
12.
22.
32.

(d)
(b)
(a)
(b)

3.
13.
23.
33.

(d)
(c)
(a)
(c)

4. (b)
14. (c)
24. (c)

ANSWERS
5. (c)
6. (b)
15. (c) 16. (c)
25. (b) 26. (d)

7. (b)
17. (c)
27. (c)
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8. (b)
18. (c)
28. (a)

9. (b)
19. (c)
29. (c)

10. (c)
20. (a)
30. (a)
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11.
Ans.
12.
Ans.
13.

RS

9.

Is inspiration always positive?
No, inspiration can also be negative.
Is the Maslow’s order of priority of needs permanent?
No, Maslow’s order or sequence of priority of needs is not permanent.
Is Maslow’s view point an accepted concept?
Yes, according to Maslow’s concept people have a variety of needs and their sequence can be determined.
Is Leadership only a component of management and not comprehensive management?
Yes, Leadership is only a part of management and not the complete management because Leadership
is an element of the directing function of management.
This statement that a Leader does not wait for the opportunities instead he creates them is related
to which quality of the Leader?
This statement that a Leader does not wait for the opportunity instead he creates them is related
to the quality of initative in a good Leader.
What is the meaning of ‘losses due to transmission’ as a kind of obstacle to communication?
When a message is conveyed through the medium of different persons then by the time it reaches
the recipient its form gets distorted and this is termed as losses due to transmission.
Is directing necessary at planning stage?
No, directing is not necessary at planning stage, it is necessary at execution/operational stage.
Are good human relations the resultant benefit of formal communication?
No, good human relations are the outcome of informal communication and its resultant benefit.
Is it necessary in communication that the sender and receiver of information should be face-toface with each other?
No, communication can be both direct, face-to-face, or indirect.
Is it necessary to believe or agree with the message in order to complete the process of
communication?
No, not at all. It is sufficient to only understand the message.
What is meant by job enrichment as a type of non-monetary incentive?
It refers to increasing the importance of work.
What is ‘feedback’ in the process of communication?
Feedback means the response of the receive to the message sent by the sender.

HE

5.
Ans.
6.
Ans.
7.
Ans.
8.
Ans.

OT

4.
Ans.

BR

3.
Ans.

Is directing related to human factor of production?
Yes, directing is related to human factor of production.
Out of Art of Management and Directing which one has a wider scope?
Management has a wider area of coverage out of the Art of management and directing. This is
because directing is a component of process of management.
How is supervision helpful in maintaining discipline?
Supervision is helpful in maintaining discipline on account of the guidelines provided by the
supervisors at the time strict vigilance is being carried out by them and this helps in maintaining
discipline.
Supervision is related to which level of management?
Supervision is related to all the three levels of management.

L

1.
Ans.
2.
Ans.
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Ans.
14.

Ans.
15.
Ans.
16.
Ans.
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In which direction the directing flows?
It flows from top to bottom.
How does motivation change negative attitude of employees to positive attitude?
By giving suitable rewards.
What is noise in communication?
It is a hindrance to communication.
Can directing flow upwards?
No, directing has to flow downwards because it is the guidance or instructions from a supervissor
to his/her subordinates. It is initiated at top level and flows down through the organisational
hirerarchy.
Which function of management is known as ‘Management in Action’?
Direction function of management is known as ‘Management in Action’.
What is noise in the communication process?
Noise is the obstruction or hindrance to communication.
Which pattern of communication indicates one source of information?
Wheel pattern.
What is the position of a supervisor in the organisation hierarchy?
He acts as a link between management and workers.
What do you mean by free flow network?
In this network each person can communicate with others freely.
What do you mean by employee empowerment?
It means giving more autonomy and powers to subordinates.
Is motivation always positive?
No, it can also be negative.
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21.
Ans.
22.
Ans.
23.
Ans.
24.
Ans.
25.
Ans.
26.
Ans.
27.
Ans.
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C. Answer in True or False

[1 Mark]

BR

1. Directing represents management in action.
2. Directing function deals with the human factor.
3. Supervision and directing are synonymous terms.

L

4. A supervisor is incharge of a section.

YA

5. Directing is the function of supervisors only.
6. Motivation is the same thing as job satisfaction.
7. All human needs are equally important.

O

8. Motivation is one time activity.

G

9. All managers are leaders but all leaders are not managers.

10. Leadership is a wider term than direction.
ANSWERS
1. True
6. False

2. True
7. False

3. False
8. False

4. True
9. True
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D. Assertion-Reason Type Questions

[1 Mark]

1. Assertion: Supervision is necessary in all organizations.
Reason: Supervision is not required in small organizations.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

AS

HA

N

2. Assertion: Leader refers to that person who has no ability to influence others.
Reason: Communication skill is must for a good leader.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

PR

AK

3. Assertion: Supervision is an element of direction.
Reason: Supervision is low level management.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

2. (d)

3. (b)

BR

Ans. 1. (c)

OT

HE

RS

4. Assertion: Communication involves at least two persons: One who sends the message and the
second who receives the message.
Reason: Communication may lead to generation of rumours in the organization.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.

Short Answer Type Questions

4. (c)

SectIOn B
[2 Marks]

G

O

YA

L

1. What is Directing?
Ans. ‘‘Directing is telling people what to do and seeing that they do it to the best of their ability.’’
It includes making assignment, providing on-the-job instructions and, of course, issuing orders.
Direction involves communicating, providing leadership to the subordinates and motivating them
to contribute to the best of their ability for the achievement of organisational objectives. It also
includes supervision of subordinates so as to observe their progress while they are working.
2. What are the Features of Directing?
Ans. (i) Direction is a pervasive function of management concerned with initiation of action.
(ii) It is concerned with human element.
(iii) It is performance oriented.
(iv) It facilitiates other functions of management.
(v) It is a continuous process of communicating, leading and motivation.
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3. What are the Elements of Directing?
Ans. elements of Directing:
Direction consists of four components or elements and each one is important for effectives directing
to produce results.
(i) Supervision,
(ii) Motivation,
(iii) Leadership, and
(iv) Communication.
4. What is Supervision?
Ans. It means overseeing the subordinates at work to ensure that they work according to the plans and
policies of the enterprise.
A supervisor is a representative of the management. He provides an important link between the
management and the operative workforce.
5. The performance of an organisation depends upon how a supervisor instructs and guides the
subordinates at operative level. Explain.
Ans. Supervisor maintains day-to-day contact with workers. He is the link between workers and
management. His role is to monitor and instruct the activities of employees from over and above.
Supervision leads to facilitate control and ensures the optimum utilisation of resources. If he
fails to perform his functions efficiently, best plans and organisation structure devised by the top
management will be rendered useless. Thus, we can say that the performance of an organisation
depends on how supervisor instructs and guides the subordinates.
6. What do you mean by Motivation? Define it.
Ans. Motivation refers to a process of stimulating and inspiring people at work to accomplish desired
goals. It may be defined as the process of stimulating people to action to accomplish desired
goals. It involves arousing needs and desires in people to initate and direct their behaviour in a
purposive manner. Motivation is a psychological phenomenon which arises from the feeling of
needs and wants of individuals. It causes goal directed behaviour.

OT

7. Explain, in brief the term ‘motivation’ as an element of directing.

BR

Ans. Motivation is the process of inspiring subordinates to act in a desired manner so as to achieve
organisational goals. The term motivation has been derived from the word ‘motive’ which is an
inner state of energies, activiates or moves behaviour towards goals. Motives arise out of needs.
For example, the need for food causes hunger which makes us search for food.
8. What do you mean by Leadership?

YA

L

Ans. Leadership is the process of influencing the behaviour of people so that they work willingly for the
achievement of organisational goals. Leadership indicates the ability of an individual to maintain
good interpersonal relations with his followers and motivate them to contribute for achieving
organisational goals.

O

9. Write a note on Formal Communication.

G

Ans. Formal communication refers to official communication taking place in the organisation. Whenever
there is exchange of views or message or information related to official matter such as assignment
of task, fixing of responsibilities, granting authority or setting up of targets, objectives etc. Then
it is known as formal communication.
10. What do you understand by feedback in communication?

Ans. Feedback: The sender should get the feedback from the receiver to know whether or not the
receiver has properly understood him. It should not be like speaking in the air. In case the
communication is face-to-face it is easy to get the feedback as the sender can read the face
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of the listener. For example, facial expressions like raising an eyebrow, shrugging shoulders or
nodding one’s head. In other cases, he should confirm it from the receivers as to whether they
have understood him or not.
11. What is the need of Span of Management or Span of Control?
Or
What are the factors due to which the span of supervision by the manager happen to be limited?
Ans. The following are the factors due to which the span of supervision by the managers happen to
be limited (any two):
(i) Limited energy: Every manager has a limited mental and physical energy because of which
he cannot supervise the subordinates properly beyond a certain number.
(ii) Limited time: A manager has to perform many functions which divides his time. If the
limited time available with him he has to supervise more number of the subordinates, he will
not be able to perform any job properly.
(iii) Limited Attention Power: A manager can attend only a few problems at a time. In case of
unnecessary increase in the number of the subordinates he cannot solve all their problems.

OT

HE

RS

PR

12. What is communication? Define it.
Ans. Communication can be defined as transmission or exchange of ideas, views, message, information
or instructions between two or more persons by different means.
The common means and ways for transmission of ideas are:
(i) Spoken words;
(ii) Written words;
(iii) Diagrams, pictures or graphs; and
(iv) Gestures.
The communication is a two way process as it begins with sender and ends when the feedback
comes from receiver to sender. Minimum two parties are involved in the process of communication
i.e., the sender and the reciver.

YA

L

BR

13. What is the importance of Supervision?
Ans. Importance of Supervision (any two): The supervisor
(i) acts as guide, friends and philosopher to the workers.
(ii) acts as the link between the management and the workers.
(iii) provides on the job training to the workers.
(iv) helps in developing work skills.
(v) is a source of motivation and morale for workers.
(vi) helps in maintaining group unity among workers.
(vii) ensures the achievement and targets.

G

O

14. What are the elements/process of communication?
Ans. communication Process/elements of communication Process: The communication process
begins when sender thinks of an idea or message to be conveyed to other person. Then the
sender encodes the message i.e., plans out the words or the language in which the message
must be sent to the other party. After encoding the message the sender transmits or transfers
the message by using different ways and means. After transmission the message reaches to
receiver. The receiver decodes the message to understand the message and give his response or
feedback to the sender. When the feedback reaches back to sender then only the communication
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process ends which means the communication is a circular process which starts with sender
and ends with sender.
15. Present a diagram of Communication Process.
Message

Sender

Ans.

Encoding

Receiver

Decoding

N

Noise

Feedback
Media

PR

AK

AS

HA

16. How to make communication effective?
Ans. Communication can be made effective by keeping in view the following points (any two):
(i) Message must be clear
(ii) Message must be complete
(iii) Understanding the Line receiver
(iv) Feedback
(v) Improved listening
(vi) Proper timing
(vii) Redundancy
(viii) Supported by action
(ix) Strategic use of informal communication, and
(x) Creating environment of trust and confidence.

SectIOn c

[4 Marks]

RS

A. Long Answer Type Questions

1. Explain in brief the various elements of Directing.
Ans. There are four elements of Directing which are:

O

YA

L

BR

OT

HE

Supervision + Motivation + Leadership + Communication = Directing
(i) Supervision: It is an element of directing which involves instructing, guiding, moniotring
and observing employees at work.
(ii) Motivation: It is an element of directing which involves stimulating, inspiring and inducing
the employees to perform to their maximum potential.
(iii) Leadership: It is an element of directing which involves influencing people’s behaviour at
work towards accomplishing specified goals.
(iv) communication: It is an element of directing which involves transmission or exchange of
ideas, views, message, information or instructions between two or more people working in
the organisation using different medium of exchange.
2. Distinguish between Directing and Supervision on any four basis.
Ans. Distinction between Directing and Supervision (any four)
Basis

G

(i) Meaning

Directing

Supervision

It means guiding, issuing instructions, It means ensuring that the work is
leading and motivating subordinate being done in acoordance with the
to achieve organisational goals.
plans and instructions.

(ii) Function

Directing is an executive function. Supervision is an operative function.
It involves interaction between A supervisor deals with the workers
supervisors.
of the organisation.

(iii) Level

It is an activity performed at all levels. It is performed at operative level.
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(iv) Scope

Its scope is wider. It also includes Its scope is narrow. It does not
supervision.
include directing.

(v) Importance

It is one of the important functions It is a part of directing function.
of management.

Basis

Management

Leadership

N

3. Distinguish between Management and Leadership.
Ans. Distinction between Management and Leadership
Management is a wider term. Leadership is a part of management
Leadership is only a part of manager’s and not all of it.
jobs. Thus, a manager is more than
a leader.

(ii) Function

A manager has to plan, organise,
direct (lead) and control the various
organisational activities for the
accomplishment of organisational
goals.

(iii) Structure

Management operates in a formal Leadership operates in both organised
structure of organisation. There is no and unorganised groups. Formal and
concept of informal manager.
informal leaders can coexist in an
organisations.

(iv) Authority

A manager makes use of formal A leader exercises his influence over
(or official) authority to direct the the followers through the use of
subordinate.
informal authority or power.

AS

HA

(i) Scope

HE
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A leader is concerned with influencing
the behaviour of subordinates to
contribute towards group goals.
Thus, he concentrates more on the
direction function.

YA

L

BR

OT

4. Write nature/characteristics or features of Supervision.
Ans. The main characteristics of supervision can be summed up as follows (any four):
(i) It is concerned with initating action and checking work while it is performed.
(ii) It consists of the process and techniques involved in directing, instructing, guiding and
inspiring the subordinates so as to achieve the desired results.
(iii) It is an essential part of the directing function of management.
(iv) It is an universal activity performed at all levels of management.
(v) It is a continuous process.
(vi) It is direct and immediate as it involves face-to-face between the superior and the subordinates.
5. What are the essential elements of Communication?

G

O

Ans. The essential elements of Communication are as follows:
(i) Sender: Sender is the person who conveys the message. The communication process begins
immediately when the idea comes in the mind of sender.
(ii) Message: The contents of ideas or message or suggestion which sender wants to share with
receiver is called message.
(iii) encoding: Receiver cannot read the mind of sender. So receiver converts the idea into a language
or other communication symbols such as pictures, gestures etc. This is known as encoding.
(iv) Media: It is the way or means through which encoded message has to be transmitted to
receiver. The common ways of transmission are phone, letter, internet, message etc.
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6. What are the barriers of communication?

7. What is Formal Communication? What are its various types?

AS

HA

N

Ans. Barriers of Communication:
(i) Semantic Barriers: (a) Badly expressed message, (b) Words/symbols with different meanings,
(c) Faulty translation, (d) Unclarified assumptions, (e) Technical jargon, and (f) Body message
and gesture decoding.
(ii) Psychological Barriers: (a) Premature evaluation, (b) Lack of attention, (c) Loss of
transmission and poor retention, and (d) Credibility of sources.
(iii) Organisational Barriers: (a) Organisational policy, (b) Rules and Regulations, (c) Status and
position barriers, (d) Complexity in organisational structure, and (e) Organisational facility.
(iv) Personal Barriers: (a) Barriers related to superiors: (i) Fear of challenge of authority
(ii) Lack of confidence in subordinates. (b) Barriers related to subordinates: (i) Unwillingness
to communicate, and (ii) Lack of proper incentive.

RS

PR

AK

Ans. Formal communication: It is the official route for the flow of information between persons in
various positions in the organisation. The pattern of formal communication is laid down by the
management. It can be of three types as stated below:
(i) Downward communication: It travels from the superior to the subordinate, in the form of
orders, instructions, directives, etc.
(ii) Upward Communication: It travels from subordinate to superior. It consists of reports on
performance, problems, relating to work, opinion, suggestions, grievances, etc.
(iii) Horizontal communication: It takes place between people on the same level of the hierarchy.
It helps in promoting coordination between various departmtments.

HE

8. Directing is the heart of the management process. Do you agree? Give any four reasons in support
of your answer.

O

YA

L

BR

OT

Ans. Yes, I do agree with this statement. Directing may be regarded as the heart of the management
process. Its importance may be explained under the following points:
(i) Initiates action: Directing helps to initate action by people in the organisation to wards
attainment of desired objectives e.g. if a supervisor guides his subordinates and clarifies
their doubts in performing a task, it will help workers to achieve work targets given to
them.
(ii) Integrates employees efforts: Directing integrates employee’s efforts in the organisation
in such a way that every individual effort contributes to the attainment of organisational
objectives. Thus, it ensures that the individuals work for organisational goals.
(iii) Improves efficiency: Directing guides employees to fully realise their potential and capabilities
by motivating and providing effective leadership. A good leader can always identify the
potential of his employees and motivate them.

G

9. What is the importance of Directing in management? Discuss.
Or
‘‘Direction is needed at all levels of management.’’ Discuss.
Or
‘‘Direction is the heart of management process.’’ Do you agree with this statement? Give four
reasons.

Ans. Importance of Directing: Directing function is the heart of management process. It determines
the scope, giving orders and instruction providing dynamic leadership. Without direction, other
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functions of management such as planning, organising and staffing remain ineffective. It is directing
which converts a plan into performance. The importance of direction is highlighted though the
following facts (any four):
(i) It Initiates Action: The employees are appointed up to the first three functions of management
planning, organising and staffing). But they cannot commence their job until they are not
informed about what to do and how to do. This job manager performs through direction.
Thus, it is evident that it is direction which intiates action in an organisation.

HA

N

(ii) It is the Means of Motivation: The objectives of an organisation can only be achieved
by motivated employees. Motivated employees work with full dedication and with a feel
of belonginess. Now the question is how can the employees be motivated? The work of
motivating employees can be accmplished through the Directing function of management.

AK

AS

(iii) It Integrates employee’s efforts: Many employees work in an organisation. If any one of
employees in the employees chain does not perform up to the mark, it adversely affects the
performance of remaining employees. Thus, it is essential to establish coordination among all
the activities. Manager establishes this coordination by supervising, providing good leadership,
motivating and exchanging ideas with his subordinates.

RS

PR

(iv) It creates Balance in the Organisation: Sometimes, there is a clash between individual and
organisational objectives. Directing helps to settle down these clashes and creates a balance
in the organisation. On the one hand, a person works in an organisation for the fulfilment
of this objectives like higher salary, promotion, etc. On the other hand, the objectives of a
company can be to earn higher profits, more market share etc. Managers through direction
tell employees, how they can fulfil their objectives while achieving organisational objectives.

OT

HE

(v) It Facilitates of Implementation changes: Oftenly, employees shwon resistance to change
in their organisational structure. But with the changing demand of time, it needs to be
implemented/enforced. Managers through the medium of Direction shape the mindset of the
employees in a manner that they willfully accept changes.
10. What are the functions of a Supervisior?

G

O

YA

L

BR

Ans. Functions of a Supervisor: A supervisor performs the following functions (any four):
(i) Selection and induction: A supervisor performs the functions of selecting the most suitable
workers for the job. He also familiarises the new workers with the organisation and the
environment of the enterprise.
(ii) Directing and scheduling: Supervisor has to initate and direct action. He designs the necessary
methods and schedules for all kinds of activities.
(iii) Allocation of work: Supervisor is responsible for the proper allocation of work among the
workers according to the need, keeping in mind their interest, ability and aptitude.
(iv) Motivating subordinates: It is the Supervisor who inspires the subordinates towards better
work performance and higher productivity.
(v) enforcing discipline: Supervisor has to maintain discipline among the employees of his
work group. He has to decide the disciplinary action to be taken in case there is a violation
of rules and regulations.
(vi) Link between management and workers: The supervisor communicates the decisions of
the management to the workers and conveys the suggestion, grievances and complains of the
workers to the management.
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(vii) Reporting: A supervisor is required to send the work performance and progress report at
regular intervals to the higher management.
11. Explain, in brief, the process of motivation.
Ans. Motivation process is based on human needs. An unsatisfied need creates tension which stimulates
an individual’s drives. These drives generate a search behaviour to satisfy the need. If need is
satisfied, the individual is relieved of tension.

Drives

Search
behaviour

12. Discuss Maslow’s need hierarchy theory of motivation.
Ans. need Hiearchy theory of Maslow (explain in brief)

Satisfied
need

Reduction of
tension

AS

Tension

AK

Unsatisfied
need

HA

N

For example, Mohan is very hungry because he did not have breakfast in the morning. By noon
he became restless and started walking on the road in search of a roadside resturant. After walking
for one km. he found a dhaba. He had roti and dal with the help of money in his pocket. After
eating he felt satisfied.

OT

HE

RS

PR

Abraham Maslow, an eminent US psychologist, offered a general theory of motivation, called the
‘need hierarchy theory’ of motivation in 1943. He felt that people have a wide range of needs
which motivate them to strive for their fulfilment. As shown in the following figure, human needs
can be categorised into five types: physiological needs, security needs, social needs, esteem needs
and self-actualisation needs.

BR

Hierarchy of Needs

L

(i) Physiological needs: These needs are related to survival and maintenance of human life. They
include things such as food, clothing, shelter, air, water and other necessities of life. These
are also called economic needs as these cannot be fulfilled without money.

YA

(ii) Safety and secruity needs: These needs are related to the safety and security of life and
future. These are also called personal needs. They include security of job, physical security,
provision for old age, satisfactory working conditions, etc.

O

(iii) Social or affiliation needs: Man is a social being. He is, therefore, interested in conversation,
sociability, exchange of feeling, companionship, recognition, belongingess etc.

G

(iv) esteem or ego needs: Esteen needs arise when social needs are fulfilled. These needs are
concerned with prestige and status of the individual. They include needs for self-respect,
competence, knowledge, recognition and respect from others.
(v) Self-actualisation or self-fulfilment needs: These are the needs of the highest order.
They are generally found in persons whose first four needs have already been fulfilled.
They are concerned with achieving what a person, considers to be his mission of life.
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For instance, getting India free from the British regime was the mission of Mahatma
Gandhi. Sense of achievement may be concerned with making new discoveries and
doing unique things.
13. What are the qualities of a good leader?

PR
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Ans. Qualities of a good leader (any four):
(i) Physical qualities: A good leader must be physically and mentally strong.
(ii) Knowledge: A good leader should have enough knowledge of the functioning of the
organisation so that he can guide his subordinates correctly.
(iii) Integrity: He should be honest and a man of high moral standards.
(iv) Initative: He should be able to grab the opportunity and use it to the advantage of the
organisation.
(v) communication skills: He should be a good speaker as well as a good listener.
(vi) Motivational skills: A leader should be an effective motivator.
(vii) Self-confidence: A good leader must have self-confidence and the ability to lead his
subordinates.
(viii) Decisiveness: He should be a good and a firm decision maker.
(ix) Social skills: A good leader should have good relations with his followers.

RS

14. What are the Features or Characteristics of Leadership?
Ans. Features or characteristics of Leadership:
Managerial leadership mainly possess the following characteristics:

HE

(i) Leadership is needed in all walks of life, such as economical, social, political and industrial
spheres.
(ii) It is the duty of the leader to maintain proper discipline among his subordinates.

OT

(iii) It is a continuous process whereby the manager influences, guide and directs the behaviour
of subordinates.

BR

(iv) A true leader is responsible for inducing encouragement and confidence among employees of
any organisation.
15. ‘‘All managers are leaders, but all leaders are not managers.’’ Do you agree with this statement.
Give reasons in support of your answer.

YA

L

Ans. Leadership involves influencing the behaviour of subordinates and getting willing co-operation
from them for achieving organisational objectives.
Managers, on the other hand, guide and direct the activities of subordinates working under them
towards the achievement of common objectives. This exercise includes leadership.

G

O

All managers are leaders, but all leaders are not managers: A manager is a leader of his unit as
he performs leadership functions for his unit. But this does not mean that leadership and managership
are synonymous. A person who is a leader may not be a manager. For example, a trade union leader
is not a manager. Similarly, leaders in political and social fields are not managers.
Management is a wider term. Leadership is only a part of the manager’s job. This, the role of a
manager is much more than that of a leader. He has to plan, organise, direct (lead) and control
the various organisational activities. In short, a manager is a leader, but a leader need not be a
manager.
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16. Distinguish between Formal and Informal Communication?
Ans. Difference between Formal and Informal Communication (any four):
Basis of Distinction
(i) Chanels

Formal communication
Informal communication
Official channels as prescribed in Unofficial channels.
organizational hierarchy
Superior-subordinate relationships Social and personal relationships

Systematic and reliable

Haphzard and unreliable.

AK

(vi) Nature

AS

HA

N

(ii) Relationship
among members
(iii) Contents
or Work related matters
Personal issues
subject matter
(iv) Speed of
Tends to be slow
Tends to be fast
Communication
(v) Main purpose
To achieve goals of the organisation To serve personal interests of
members
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17. What are the measures to overcome barriers to effective communication?
Ans. Some measures to overcome barriers to effective communication are given below (any four):
(i) clarify the ideas: A manager should study the idea in depth and analyze it before
communcating. The message should be stated clearly so that subordiantes can understand it
easily and correctly.
(ii) consult before communicating: It is desirable to involve others in designing the message.
Participation and involvement of subordinates makes the message more acceptable.
(iii) communicate according to the receiver: Managers should modify the message according
to the education and understanding level of the subordinates.
(iv) convey helpful and valuable ideas: If the message relates directly or indirectly to the needs
and interests of the receiver, it will evoke good response.
(v) Use proper language and tone: The language used in communication should be understandable
to the receiver. The message and its tone should not offend the receiver’s sentiments. Rather
these should evoke a positive response.
(vi) techncial jargon: Specialist often use words which are peculiar to their fields. A common
man may not understand such technical words. For example, doctors often use words like
‘hypertension’, ‘UTI’, etc. which everybody may not know.
(vii) Unclarified assumption: Some message are based on certain assumptions. When the sender
does not make his assumptions clear, the receiver may misunderstand the message.
(viii) Body language: When the body movements and gestures are not consistent which leads to
misinterpretation and ineffective.
18. What are the Objectives of Communication?

G

Ans. Objectives of Communication (any four):
(i) to exchange information for better understanding: Communication not only transmits
information but also promotes favourable response. It must lead to a willing and cooperative
action. It must ensure maximum efficiency and better results.
(ii) To promote managerial efficiency: Communication aims at improving the maangerial
efficiency. Management provides guidance to employees through the medium of communication.
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(iii) to motivate employees: Good communication helps in moulding employees behaviour
favourably. It leads to better industrial relations and goes a long way twoards achieving
greater acceptance of new ideas. It also reduces workers resistance to change.
(iv) to change people’s attitude, behaviour and action: Free flow of ideas and views facilitate
quick adjustment by people to the changing circumstances. They assist one another in enriching
their experiences. They adapt themselves as per the demands of the situation.
(v) to educate people and spread knowledge: Business frequently uses effective methods of
communication to educate workers and consumers. Managers train and direct their employees
for greater productivity and educate consumers about the uses of products. Effective marketing
greatly depends upon effective communication.
(vi) To fill up gaps between levels of decisions and levels of their implementation: The
ever-increasing gap between the levels where decisions are taken and the levels where they
are implemented; caused by complexities of business and the nature of technology, greater
specialisation and departmentalisation and multiplicity of hierarchy, can only be filled up by
effective communication.
B. Case Study Based Questions

[4 Marks]

HE

RS

PR

1. Saahil is working in a multi-national company in Noida. He was running temperature for the last
many days. When his blood was tested, he was found positive for malaria. He was admitted in
the hospital and a blood transfusion was advised by the doctors as his condition was very serious.
One of his colleagues sent a text message to his superior ‘Mr. B. Chatterjee’. Mr. B. Chatterjee,
immediately sent a text message to the employees of the organisation requesting them to donate
blood for Saahil. When the General Manager came to know about it he ordered for fumigation
in the company premises and for cleaning the surroundings.
(i) From the above Para quote lines that indicate formal and informal communication.

OT

(ii) State any two features of informal communication.
Ans. (i) Formal communication.

BR

Line from the Para: “General Manager came to know about it and ordered for...”
Informal communication.
Line from the Para: “one of his colleagues sent a text message to his superior”

L

(i) Features of informal communication

YA

(a) It arises out of the needs of employees to exchange their ideas.

(b) Informal communication is rapidly carried and is useful to the managers to transmit urgent
information and to know the reaction.

G

O

2. Sandhya had been working as a trainer with Genesis Enterprise for 10 years. She was popular
amongst her employees. She was an ambitious person. When the executive engineer (her boss)
retired, she applied for that post. Management of Genesis Enterprises decided to fill the vacant
position by an outsider. She felt demotivated and her performance declined. When the new
executive engineer joined, she saw that Sandhya had been working with the company for a long
time and she needed motivation to improve her performance.
(i) Why did Sandhya’s Performance decline?
(ii) What was required to improve Rita’s performance?
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Ans. (i) Sandhya’s performance declined because her self actualisation needs were not fulfilled.
(ii) Sandhya was required to be motivated by giving her some incentive i.e. financial incentive
or non financial incentive in the form of career growth opportunity or employee recognition
programmes.
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3. Kavya is working in a company on a permanent basis. As per the job agreement she had to work
for 8 hours a day and was free to work overtime. Kavya worked overtime. But even after working
for long hours and putting in her best efforts, no recognition was given to her by her boss. Due
to overtime she fell ill and had to take leave from work. No one showed concern and enquired
about her health. She realised that she was fulfilling only some of her needs while some other
needs still remained to be fulfilled.
(i) Identify and explain the needs of Kavya discussed in the above para, by quoting the lines.
(ii) Also explain two other needs of Kavya followed by the above needs, which still remained
tobe satisfied.
Ans. (i) Safety and security need — Kavya is working on a permanent basis.
(ii) Social needs and Esteem needs.
Social needs
Social needs include the needs of love and affection, acceptance, friendship and a sense of
belonging. These needs are satisfied through cordial relations among the employees themselves.
They need their joys and worries to be shared by others. After these needs are satisfied people
turn to esteem needs.
esteem or ego needs
These needs include self-respect and admiration. They need recognition of their effort in good
performance by the management, their colleagues and the society. People like to continue to
work in senior respectable positions which satisfies their ego. After the ego is satisfied, they
aspire for self-actualisation.
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Functions of Management—
Controlling

HA

“Controlling is the process that measures current performances and guides it towards some
predetermined goals.”
—Joseph L. Massie

AS

SUMMARY

Controlling as managerial function arises out of the need to ensure that all the decisions and
activities are contributing to the achievement of orgnisational goals and that these are being
achieved efficiently and effectively.

�

Controlling process involves:
(i) determination of performance standards

PR

AK

�

(ii) measurement of performance against standards

RS

(iii) identification of deviations and analysis of their causes and
(iv) corrective action.

The essentials of a good control system are-suitability, understandable, flexible, economical,
timely and reviewed periodically.

�

Types of controls are operational, managerial, financial, predictive and concurrent.

�

The General techniques of controlling are written instructions, observation, standing limitations,
audit, policies and motivation.

�

Span of control consists of policy control, capital control, control over organisation, control over
wages, cost control, material control etc.

�

The steps in the process of control are:

BR

OT

HE

�

(i) Establishment of standards

L

(ii) Meaurement of actual performance

YA

(iii) Comparison of actual performance with standards
(iv) Analysis of deviations, and

O

(v) Corrective measures.

�
�

Planning and controlling are inseparable twins of management.

�

The principle of management by exception implies that minor deviations from the standard may
be ignored or given less attention. According to this principle, only significant deviations from
the standards require management’s attentions as they constitute exceptions.

G
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Controlling is an important concept and process of management.
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A. Multiple Choice Questions

G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

HA

N

Choose the correct option for each of the following questions:
1. An efficient control system helps to:
(a) accomplish organisational objectives
(b) boosts employee morale
(c) judges accuracy of standards
(d) all of these
2. Controlling function of an organisation is:
(a) forward looking
(b) backward looking
(c) forward as well as backward looking
(d) none of these
3. The control function is intended to:
(a) attain organisational goals
(b) check errors in performance
(c) boost employee morale
(d) all of these
4. Controlling is:
(a) the last function of management
(b) the first function of management
(c) the third function of management
(d) a principle of management.
5. Management by exception involves:
(a) checking of objectives
(b) checking of exceptional matters
(c) checking of each and every work
(d) none of these
6. Controlling cannot be performed without:
(a) planning
(b) organising
(c) directing
(d) leadership.
7. Management by exception means:
(a) controlling all activities
(b) controlling crucial activities
(c) taking corrective actions for all deviations
(d) taking corrective actions for deviations beyond permissible limits.
8. Controlling function includes:
(a) measuring results against corporate objectives
(b) explaining procedure to perform activities
(c) setting standards
(d) assigning work.
9. Which of the following has no scope for a biased report on actual performance?
(a) Sample checking
(b) Performance report
(c) Personal observation
(d) Accounting ratios.
10. Controlling starts where:
(a) planning ends
(b) organising ends
(c) directing ends
(d) staffing ends.
11. The main objective behind controlling is:
(a) pointing out inefficiency
(b) fixing responsibility of the suboordinate
(c) ensuring conformity of actual performance with set standards
(d) creating an atmosphere of order and discipline.
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12. Controlling is exercised:
(a) as a motivating process
(c) as a planning process

(b) as a remedial process
(d) as a continuous process.

13. Controlling function of an organisation is:
(a) forward looking
(c) forward as well as backward looking

(b) backward looking
(d) none of these

HA

15. Process of controlling does not involves:
(a) setting of performance standards
(c) organising resources

N

example of effective standard for a control system would be:
appointing new employees
renting new premises
plans to increase targets for the sales executives
improving the quality of production.

(b) analyzing of deviations
(d) taking corrective actions.

AS

14. An
(a)
(b)
(c)
(d)

RS

PR

AK

16. Ram Prakash has set up a small business unit for the manufacturing of detergent. In order to
market the detergent in the local residential areas, he has appointed a team of ten salesmen. Each
salesman is expected to sell at least 200 units of the detergent within a week’s time. Identify the
point of importance of controlling being highlighted in the above case:
(a) Controlling helps in judging accuracy of standards
(b) It ensures efficient use of resources
(c) It helps in improving employee motivation
(d) It facilitates co-ordination in action.

OT

HE

17. Kush runs a logistic company. The Tour Incharges of each trip in the company are expected to
submit a report to the Event Manager on the completion of every trip. Identify the step in the
controlling process being described in the above lines.
(a) Setting of standards
(b) Measurement of actual performance
(c) Taking corrective action
(d) Analysing the deviations.

BR

18. Supervisory management spends most of time on:
(a) planning and controlling
(b) directing and controlling
(c) planning and directing
(d) organising and controlling.

G

O

YA

L

19. Controlling is known as a backward-looking function because:
(a) It relates to future course of action
(b) It is like a post-mortem of the past activities
(c) To find out deviation, it aims at improving future performance
(d) All of the above.
1. (d)
11. (c)

2. (c)
12. (d)

ANSWERS
3. (d)
13. (c)

4. (a)
14. (c)

5. (b)
15. (c)

B. Very Short Answer Type Questions

6. (a)
16. (c)

7. (d)
17. (b)

8. (a)
18. (b)

9. (d)
19. (b)

10. (a)

[1 Mark]

1. Why is it said that planning is meaningless in absence of controlling?
Ans. Because in absence of control workers would not take it seriously to work as per the plan and
consequently planning would prove out to be a failure.
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2. When is the necessity to take corrective measures created?
Ans. Corrective measures become necessary in case of the negative deviations in the progress of
business.
3. What do you understand by Managerial Control?
Ans. By Managerial Control we refer to the process adopted by management to accomplish its controlling
functions.
4. Why is it said that control is blind in absence of planning?
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Ans. This is said because in absence of planning nothing would be left for controlling.
5. Why is it said that control is backward looking?
Ans. Because under this management reviews only after some work has been completed to see whether
it has been done according to laid standards or not.
6. Why is it said that controlling is forward looking?
Ans. It enables to take corrective measures for future course of action.
7. Whether any benefits are achieved through control over important points and management by
exception?
Ans. Yes, concentrating only on important points helps in saving time and efforts.
8. In controlling what is included for the purpose of comparison?
Ans. In controlling real progress is compared with the laid down standards of progress.
9. Under what circumstances it is not necessary to take remedial corrective measures?
Ans. Corrective measures are not needed under conditions of positive or nil deviation.
10. Why planning without control is like an exercise in vacuum?
Ans. Planning without control is a useless exercise because implementation and inspection or supervision
are both dependent upon control.
11. What is the main aim of Management by Exception or MBE?
Ans. MBE reviews the significant deviations, which are beyond the permissible limit.
12. Which principle of managerial control is based upon the concept that, “A manager who attempts
to control everything in fact is able to control nothing.”
Ans. “The Principle of Management by Exception.”
13. Why is it said that controlling is a pervasive function?
Ans. Controlling is a pervasive function because is required at all levels of management and in all
types of organisations.
14. What is controlling by exception?
Ans. Controlling by exception implies that a manager should focus only on the factors critical to
performance.
15. Controlling is a goal-oriented function. Why?
Ans. Controlling is a goal-oriented process because controlling ensures that an organisation’s resources
are being used effectively and efficiently for the achievement of pre-determined goals.
16. Controlling is dependent on another function of management. Which is that?
Ans. Planning and controlling are closely inter-related and inter-dependent.
17. Is controlling ‘the end’ of management function cycle?
Ans. No, controlling is not the end of management function cycle because it brings back the management
cycle to planning function.
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18. Why is it said that ‘controlling is looking back’?
Ans. It is said that controlling is looking back because it conducts a postmortem of past activities to
find out deviations from the standards.
19. Which two steps in the process of control are concerned with compelling events to confirm to
plan?
Ans. (i) Comparison of actual performance with standards and
(ii) Taking corrective actions.
C. Answer in True or False

[1 Mark]

HA

1. Controlling cannot exist without planning.

AS

2. Controlling is the function of top management only.
3. A good control system should suggest corrective action.

4. Controlling involves both measurement and correction of performance.
5. Controlling seeks to compel events to conform to plans.

AK

Controlling function ensures the execution of plans.
Planning and controlling reinforce each other.
To be effective, control system should be forward looking.
If you try to control everything you may end up controlling nothing.
Controlling initiates the process of management.

PR

6.
7.
8.
9.
10.

2. False
7. True

3. True
8. True

HE

1. True
6. True

RS

ANSWERS

4. True
9. True

OT

D. Assertion-Reason Type Questions

5. True
10. False

[1 Mark]
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1. Assertion: Planning is the first function and controlling is the last function of managerial
process.
Reason: Planning is the last function and controlling is the first function of managerial
process.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
2. Assertion: Controlling is the last but the most important function of management.
Reason: Controlling is a continuous activity.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

3. Assertion: Controlling is a primary function of management.
Reason: Controlling is not applicable on all management levels.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
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(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
4. Assertion: Control is forward looking.
Reason: Control is not a continuous activity.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
Ans. 1. (c)
2. (b)
3. (c)
4. (c)

AS

SectIOn B
Short Answer Type Questions

[2 Marks]
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1. What do you mean by controlling?
Ans. Meaning of controlling: Controlling is an important concept and process of management. To
control means to check-to ensure that what a planned is translated into performance, to keep
proper watch on the desired use of inputs, assets, functions,process volume and quality of output.
Controlling enabls managers to detect, errors and defects during the course of work and to take
corrective action whenever necessary. It provides proper direction to work efforts in conformity
with the plan of action.
2. “Controlling helps in financial matters and maintaining and improving quality”. Explain this
statement in brief.
Ans. (i) Financial matters: Financial controls such as budgets and financial statement analysis help
to keep tight control over finances and keep expenses within limits.
(ii) Quality: Control over the process of transforming materials into finished products helps in
maintaining and improving quality. Different dimensions of quality important to customers
are identified and all attention is focussed on these dimensions.
3. “Planning is looking ahead and controlling is looking back.” Comment.
Or

L

“Planning is meaningless without controlling and controlling is blind without planning.” Explain.

G

O

YA

Ans. This statement is not completely correct. Both planning and controlling are backward and forward
looking. The plans are made for future but past performance is taken into account while planning.
So past results become the basis of future planning. While controlling we look at the performance
which has already taken place and find out the deviations by comparing it with the laid standards.
We look to improve performance in future on the basis of deviations. Therefore, planning and
controlling are both backward and forward looking.
4. Explain how controlling helps in accomplishing organisational goals.
Ans. The controlling functions measures the performance against the pre-determined standards and
corrects deviations. This helps in ensuring that organisation is moving on right track to achieve
the organisational goals. In other words, by controlling, the manager ensures that resources
are obtained and used economically and efficiently for the achievement of organisational
objectives.
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5. Explain how controlling helps in improving employees motivation and morale.
Ans. An effective control system ensures order and discipline in the organisation. Employees know well
in advance what they are expected to do and the standards against which their performance will
be judged.This induces them to do things in a proper manner. Such a healthy attitude to work
helps in keeping the employees’ morale at a high level. It improves their performance.
6. Which two steps in controlling function are concerned with taking actions to conform to standards
in the plans?
Ans. (i) Comparison of actual performance with standards, and
(ii) Taking corrective action.
7. “Controlling function should check each and every activity in an organisation to ensure that there
are no deviations.” Do you agree.
Ans. No. This is not possible. The ideal thing will be to identify the Key Result Areas (KRAs) and
concentrate on them only. Critical Point Control technique should be followed. The deviations in
the key areas need to be attended.
8. ‘Controlling is forward looking.’ Explain.
Ans. Controlling is forward looking as it must focus attention on two things checking current
performance and providing early information to achieve results in conformity with set standards.
Checking on operations should enable prompt detection of faults before it is too late for
remedy. Deviations, if any, should lead to investigation of the factors responsible which may
effect future operations. Remedial actions should be followed so as to prevent the occurrence
of defects thereafter. In other words, control must ensure timely detection of deviations and
prevention of their repetition in future.
9. ‘Controlling is looking back.’ Give a suitable example in support of your answer.
Ans. Controlling is called a process of looking back as under it, actual results are compared with the
set standards, decided in the past. After that, a corrective action is initiated. In other words, if the
standards are not decided in the past, controlling is not possible. Hence, it is true that controlling
is backward looking.
For example, a salesman is expected to sell 50 units of a product per week. This is the standard
against which actual performance would be judged at the end of the week. If he sells 35 units
during the week, reasons for shortfall would be ascertained by his superior.
10. What is the concept of controlling?
Ans. concept of controlling: Controlling is the process of comparing the actual performance with the
standard performance and, if there is any deviation, taking corrective actions. It ensures that all
activities conform to the standards i.e. all activities are being performed according to the plans.
It also ensures that resources are being utilised effectively and efficiently.
11. What is the importance of controlling?

O

Or
Discuss importance of controlling in management.

G

Ans. Importance of controlling (any two):
(i) Helps in accomplishing organisation goals.
(ii) Helps in judging accuracy of standards.
(iii) Helps in making efficient use of resources.
(iv) Helps in improving employees’ motivation.
(v) Helps in better performance by ensuring order and discipline.
(vi) Facilities coordination in action.
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A. Long Answer Type Questions
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1. What are the advantages of management by Exception or MBE?
Ans. Advantages of Management by exception:
(i) These identify critical problems and take timely actions.
(ii) The routine problems are left to subordinates. This facilitates delegation and adds to employee
morale and confidence.
(iii) These save time and effort of managers to deal with significant deviations.
(iv) These focus managers attention on important areas and this leads to better utilisation of
managerial talent.
2. (i) ‘Controlling is blind without planning.’ Why?
(ii) ‘Planning without controlling is meaningless.’ Why?
Ans. (i) If standards are not set in advance, there is no basis for controlling. Controlling is possible
and necessary when the plan becomes operational. But if there is no plan, controlling is
just gropling in the dark. No deviations can be found.
(ii) Planning without controlling is meaningless because once the plan is operational controlling
monitors the progress. Find out variances and take corrective actions so that the work goes
on according to the plan.
3. Explain how controlling helps in—
(i) Making efficient use of resources; and
(ii) Improving employee’s motivation.
Ans. (i) Making efficient use of resources: By exercising control, a manager seeks to reduce wastage
and spoilage of resources. Each activity is performed in accordance with pre-determined
standards and norms. This ensures that resources are used in the most effective and efficient
manner.
(ii) Improving employees motivation: A good control system ensures that ensures that employees
knows well in advance what they are expected to and what are the standards of performance
on the basis of which they will be appraised. Thus, it motivates them and helps to give better
performance.
4. (i) Controlling is a continuous process. Why?
(ii) Controlling is a pervasive function. Why?
Ans. (i) controlling is a continous process: It is not a one time function because it involves constant
review of actual performance for taking corrective actions. Controlling function also includes
the revision of the existing plans in the light of deviations. It lays down the basis for the
formulation of new plans. Thus, it helps in better and effective planning for future.
(ii) controlling is a pervasive function: Controlling is performed in all organisations whether
business or non-business organisations such as educational institutions, military organisations
and hospitals etc. It is performed at all the three levels of management, i.e. top level, middle
level and lower level.
5. What is the need and importance of Controlling?
Ans. Controlling is an indispensable function of management. It is the force which helps the management
to attain the pre-determined or planned performance. The following is the need and importance
of Controlling (any four):
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(i) Accomplishing organisational goals: Controlling measures the progress made and
compares it with the planned activities. It also involves taking corrective action in case
of any deviation.
(ii) Judging accuracy of standards: An effective controlling system helps in verifying whether
the standards set are correct. It helps in revising them, if required.
(iii) Making efficient use of resources: Controlling helps in minimising the wastages of time and
resources. It ensures effective and efficient use of resources.

HA

N

(iv) Improving employee motivation: Controlling motivates the employees to achieve the set
targets and helps the employees in giving better performance.
(v) ensuring order and descipline: Controlling keeps a continuous check on the activities of
employees and creates an atmosphere of order and discipline in the organisation.

AK

6. Discuss various steps in the process of Controlling.

AS

(vi) Facilitating coordination in action: Controlling facilitates coordination between different
departments and provides direction to all the activities and efforts for achieving organisational
goals.

BR

OT

HE

RS

PR

Ans. Steps in the Process of controlling
(i) Setting performance standard: Controlling starts with setting standards, against which actual
results are to be evaluated.
(ii) Measurement of actual performance: In this step, the actual performance of activities is measured.
(iii) comparing actual performance with standards: Now the actual performance is compared
with the standard set to find the deviations.
(iv) Analysis deviations: Under this step, deviations of significant nature need to be identified.
For this a range of deviations should be established as the deviations in the key areas
of business need to be attended on urgent basis as compared to deviations in certain
insignificant areas. Critical point control and management by exception should be adopted
in this regard.
(v) taking corrective measures: This is the final step, in which manager takes the corrective
action according to set plans.
B. Case Study Based Questions

[4 Marks]

YA

L

1. You are Production Manager in an auto company. It is reported that postal expenses of your
department have increased by 10% and costs of raw material have increased by 2%. Which of the
two deviations is more critical? Also, name the relevant concept or principle you would follow.

O

Ans. Rise in cost of material by 2% is more critical. The relevant principle in this case is management
by exception. According to this principle, only significant deviations from the standards require
management’s immediate attention as they constitute exceptions.

G

2. PK Ltd. is engaged in manufacturing of machine components. The target of production is 200
units daily. The company had been successfully attaining this target until two months ago. Over
the last two months it has been observed that daily production varies between 150-170 units.
Identify the possible causes for the decline in production and the steps to be taken to achieve the
desire targets.

Ans. The possible causes for decline in production are listed below:
(i) The workers are not well versed with the production process.
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(ii) The working environment is not conducive to efficient working.
(iii) The raw materials and other equipment are not available on time.
(iv) The machinery is defective or has become obsolete.
The derivations require immediate management attention so that they do not reccur in future.
Therefore, the manager should take appropriate corrective action after analysing the situation like
providing training to workers, improving the work environment, ensuring timely availability of
the raw materials and other equipment or replacing the machinery.

AK

AS

HA

N

3. Y Ltd. is manufacturing microwaves ovens on a large scale. The company policy is that 5% of
the daily production could be defective. Over the last 3 months it is observed that about 15-20%
of the production is defective.
(i) Which function of management is required to correct the above situation?
(ii) State the procedure to be followed to correct the situation.
Ans. (i) Controlling.
(ii) Process of controlling.

G

O

YA

L

BR

OT

HE

RS

PR

4. A manufacturing company has a target of 200 units a day per worker. Till two months back it
was achieving the target. But it is now noticed that production is in the range of 150-160 units
a day per worker.
(i) Name the function of management which helped to know this fact and name the step which
identified this deviation.
(ii) What are next steps in the process of controlling to ensure performance as per goals?
Ans. (i) (a) It is controlling function of management
(b) The first in the process “Comparing actual performance with the standards performance”.
(ii) The next two steps are:
(a) Analysing deviations: The deviations from the standards are analysed and assessed to
identify the reasons for deviations.
(b) Taking corrective action: The manager will take corrective action so that the deviations do
not occur again. The workers may be given the required training to ensure the achievement
of goals.
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HA

N

Functions of Management—
Coordination

“Co-ordination is the orderly synchronising of efforts of subordinates so that there unified efforts lead
to stated objectives.”
—Theo Haimann

�
�
�
�
�

�
�

AK

PR

YA

�

RS

�

HE

�

OT

�

BR

�

Coordination means co-relating organisational activities.
Coordination is not a separate function of management but exists in every managerial function.
Integration, balancing and scheduling are the three elements of coordination.
Coordination is essence of management. It is the mangerial responsibility to ensure unity of action
by generating co-operation. It applies to group efforts and treats common objectives supreme.
We need coordination due to large size of enterprises, to control semi-autonomous departments,
removing complexities due to division of labour, to channelise group efforts and to harmonise
objectives.
Four principles of coordination are direct contact, early start, continuity and reciprocity.
Cooperaion means understanding and helping co-workrs.
Coordination is wider than co-operation.
Coordination is an essence of management that establishes harmony in individual efforts to achieve
the determined objectives.
As the coordination is related to planning, organisation, direction and control, it will be only
omission to treat it as basic function of management. Proper implementation of these four functions
is necessary to obtain coordination.
Coordination is a wide form or mean of control.
Coordination is not a separate and inseparable activity as it is a part of different administrative
forms.
Coordination is not a separate activity of management. It is an organ of all other managerial
functions like planning, organisation, appointment of employees, direction and control.

L

�

Question Bank

O
G

AS

SUMMARY

SectIOn A

A. Multiple Choice Questions

[1 Mark]

Choose the correct option for each of the following questions :
1. Coordination is established by :
(a) top level management
(b) middle level management
(c) lower level management
(d) None of these.
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OT

HE

RS

PR

AK

AS

HA

N

2. Coordination is :
(a) voluntary
(b) necessary
(c) unnecessary
(d) wastage of time.
3. Coordination is established :
(a) between groups
(b) between departments
(c) between management and workers
(d) all of these
4. Coordination is :
(a) the function of management
(b) the essence of management
(c) an objective of management
(d) none of these
through which harmony is established among different
5. “Coordination is the
activities of an organisation” :
(a) process
(b) activity
(c) function
(d) none of these
6. What is the essence of management?
(a) Planning
(b) Organising
(c) Coordination
(d) Communication
7. The meaning of Coordination is:
(a) co-operation
(b) organisation
(c) co-operation in organisation
(d) none of these
8. Coordination establishes relationship between :
(a) different departments
(b) different employees
(c) mangement and workers
(d) all of these
9. Coordination is :
(a) function of management
(b) Essence of management
(c) objective of management
(d) None of these
10. Coordination is :
(a) a continuous process
(b) not a separate function
(c) needed at all levels
(d) all of these
ANSWERS

2. (b)

3. (d)

4. (b)

BR

1. (a)

5. (a)

6. (c)

7. (c)

B. Very Short Answer Type Questions

8. (d)

9. (b)

10. (d)

[1 Mark]

O

YA

L

1. Is coordination not a separate function of management?
Ans. According to Koontz and O’Donnell, “coordination is not a separate function of management, it
is like a thread in garland, a part of all management function.” It is the essence of management
for the achievement of harmony of individual efforts towards the accomplishment of group goals.
2. Is coordination needed at all level of management?

G

Ans. Coordination is needed at all level of management individually and also by all of them collectively
as a group to obtain better results. The contents and scope of coordination will vary at different
levels. However, it is part of duty of every managerial personnel right from operational level to
the top management.
3. Do you agree that coordination is the essence of management?
Ans. Yes, I agree that coordination is the essence of management. It is the process of achieving unity
of action among interdependent activities and departments of an organisation.

Goyal’s ISC Commerce Question Bank with MTP Class 12 for Semester-2 Examination

69

GOYAL
BROTHERS
PRAKASHAN

A DIGITAL LEARNING APP

Learn @ ` 1 Per Day

4. Which force binds all other functions of management?
Ans. Coordination.
5. What is the aim or object of coordination?
Ans. The object of coordination is to unity, integrate and harmonize the different activities in the
undertaking towards common objective.
6. Which function of management is known as essence of management?

N

Ans. Coordination is considered as essence of management.

7. What function of management can be said to be as central as the thread in a garland?

HA

Ans. Coordination.
Ans. Coordination.
9. How does coordination ensure unity of action in management?

AS

8. What that process called by which a manager synchronises the activity of different departments?

10. Why is coordination considered as all prevasive?

AK

Ans. Coordination acts as the binding force between departments and ensures that all actions are aimed
at achieving the goals of the organisaions.

PR

Ans. It is required at all levels of management and in all departments of organisation.
11. Which process synchronises the activities of different departments?
Ans. Coordination.

RS

12. Which of the function of Management is the essence of management?
Ans. Coordination.

HE

13. Which of the two co-ordination and co-operation is more important?
Ans. Coordination.

14. Is co-ordination responsible to Top Level Management of the organisation?

OT

Ans. Yes.
Ans. Yes.

BR

15. “Coordination is needed at all levels of management.” Give answer in Yes or No.
16. Coordination is required at which level of management?
Ans. At all the three levels.

L

17. To make time-table in an educational institution is the example of coordination. Comment.

YA

Ans. Through this harmony can be established in all the classes.
18. ‘Success of dubbawala (who carry tiffins to offices) of Mumbai is the example of which aspect
of management’?

O

Ans. Coordination.

G

19. Name the process by which a manager synchronises the activities of different departments.

Ans. Coordination.
20. What are the main elements of coordination?

Ans. Intergrating, Balancing and Timing.
21. Define coordination.
Ans. It refers to that process through which harmony is established among different activities of an
organisation, so that organisational objectives can be successfully achieved.
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22. State any one/two characteristic of coordination.
Ans. Coordination integrates unrelated group efforts into purposeful work activity.
C. Answer in True or False

[1 Mark]

1. Coordination is the Responsibility of all Managers.
2. Coordination is the essence of management.

N

3. Coordination and co-operation are synonymous.

6. Coordination is a continuous process.
ANSWERS
2. True

3. False

4. False

AK

1. True
6. True

AS

5. Coordination is the force that binds all other functions of management.

HA

4. Management functions are independent of one another.

[1 Mark]

PR

D. Assertion-Reason Type Questions

5. True

1. Assertion: The process by which a manager synchronises the activities of different departments
is known as coordination.

HE

RS

Reason: Coordination is the force that binds all other functions of management.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

OT

2. Assertion: Coordination ensures unity of action.

BR

Reason: Coordination is a deliberate function.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

L

3. Assertion: Coordination is the essence of management.

G

O

YA

Reason: Coordination is implicit and inherent in all functions of an organisation.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

4. Assertion: Coordination is not a one time function but a continuous process.
Reason: Coordination begins at the directing stage and continues till controlling.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
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5. Assertion: Coordination integrates the efforts of different departments and different levels.

N

Reason: Coordination is required at all levels of management due to the interdependent nature of
activities of various departments.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
Ans. 1. (a)
2. (b)
3. (a)
4. (c)
5. (a).

HA

SectIOn B

AS

Short Answer Type Questions

[2 Marks]

G

O

YA

L

BR

OT

HE

RS

PR

AK

1. What do you mean by coordination?
Ans. The term ‘coordination’ has been viewed by different management experts in different ways. Henri
Fayol considers coordination as function of manager. Louis A. Allen also regards coordination as
one of the managerial functions, Jamey D. Mooney considers coordination as the first principle of
organisation. Ralph C. Davis looks upon coordination primarily as a vital phase of controlling.
However, the modern authors view coordination as the essence of management.
2. Define coordination.
Ans. Coordination is the orderly synchronisation of the efforts of the subordinates for the achievement
of the goals of the organisation. Every business enterprise is divided into a number of departments
and each department has a number of groups and individuals. Synchronisation of the efforts of
all the groups and individual is necessary for the accomplishment of organisation objectives.
3. Coordination integrates group efforts.” How?
Ans. Coordination unifies unrelated or diverse interests into purposeful work activity. It given a common
focus to group effort to ensure that performance is as it was planned and scheduled.
4. “Coordination ensures unity of action.” How?
Ans. The purpose of coordination is to secure unity of action in the realisation of a common purpose.
It acts as the binding force between departments and ensures that all action is aimed at achieving
the goals of the organisation. You have observed that the production and sales department have
to coordinate their work, so that production takes place according to the demand in the market.
5. Coordination is a continuous process? Explain.
Ans. Coordination is a continuous or never ending process. It goes on relentlessly from the very
beginning. If anywhere it either stops or slackens a derailment is the only possibility, which will
harm the whole enterprise.
6. Is coordination a separate function of management? Or, Is it the core of management?
Ans. According to Koontz and O’ Donnell, “It is wrong to say that coordination is a separate function
of management because coordination is imbibed in each and every activity of management. Hence,
it must be treated as core of management.” In fact, coordination is the axis around which the
wheel of management revolves.
7. A company is in the red. Its production is declining, the sale volume is going down and the profits
are not there. All departments are blaming ech other. None is accepting responsibilities. Where
precisely is the company lacking?
Ans. There is a lack of coordination among the departments involved. No explicit responsibilities and
duties seem to have been assigned.
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8. Write the differences between Coordination and Co-operation.
Ans. (Any two)
Basis

coordination

co-operation

Coordination means bringing together Co-operation is a voluntary effort to
the activities of an organisation.
help each other.

(ii) Scope

Coordination is wider in scope because Co-operation is narrow in scope
it includes co-operation.
because it is a part of coordination.

(iii) Relations

Coordination is achieved through both Co-operation arises out of informal
formal and informal relations.
relations.

Or
Clarify that Coordination does not get established spontaneously.

AS

9. Coordination is more than co-operation. Give example.

HA

N

(i) Meaning

PR

AK

Ans. Coordination is never established spontaneously but it is a deliberate effort. Only co-operation
is not enough but coordination is also needed. For example, a teacher wants to teach effectively
in the class (this is co-operation) but the time table is not prepared by the school (this is lack
of co-operation). In such a situation classes cannot be taken by teachers. Thus, co-operation and
coordination both are required at the same time.
10. Enumerate the features of Coordination.
Ans. Features of Coordination are (any two):

BR

G

O

12.
Ans.

YA

L

11.
Ans.

OT

HE

RS

(i) It integrates group efforts.
(ii) It ensures unity of action.
(iii) It is a continuous process.
(iv) It is an all-pervasive function.
(v) It is the responsibility of all managers.
(vi) is a deliberate function.
Coordination is needed at all levels of management. Briefly explain.
(i) top level management requires coordination to integrate all the activities of the organisation.
(ii) Coordination is required in middle level management to balance the activities of different
departments.
(iii) At operational level of management, coordination is required to integrate the activities of
workers.
State any two characteristics of coordination.
characteristics of coordination (any two)
(i) coordination integrates group efforts: The concept of coordination is relevant where ever
there are group efforts. There is no need for coordination when only a single individual is
working. It gives as common focus to group effort to ensure that performance is as it was
planned.
(ii) coordination ensures unity of action: Coordination ensures unity of action in the realisation
of common objective. It acts as a binding force between department and ensures that all
actions are aimed at achieving goals of the organisation.
(iii) coordination is an all pervasive function: Coordination is required at all levels of
management due to the interdependent nature of the activities of various departments. It
integrates the efforts of different department at different levels.
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SectIOn c

A. Long Answer Type Questions

[4 Marks]

1. Coordination is a deliberate function. Example.
Or
Compare coordination with co-operation.

AS

HA

N

Ans. Coordination is never established by itself but it is a deliberate effort. Only co-operation is not
suffice but coordination is also required. For example, a teacher wants to teach effectively (this is
co-operation) but the time-table is not prepared in the school (this is lack of coordiantion). In this
situation the efforts of the teacher are meaningless, in the absence of coordination. On the other
hand, in the absence of co-operation, coordination dissatisfies the employess. Thus, co-operation
and coordination, both are required at a point of time.
2. What are the advantages/importance of coordination?

AK

Ans. The advantages/importance of coordination can be assessed from the following :

PR

(i) Economy and Efficiency: Coordination brings economy and efficiency in the organisation.
The absence of coordination causes duplication, overlapping and misuse of resources.
Coordination avoids duplication of efforts due to which there is economy in material, labour,
time and equipment.

RS

(ii) Unity of Action: Coordination helps to ensure unity of action as it seeks to bring dissimilar
persons or things into proper relation so that they act together in harmony and produce an
agreeable effect.

OT

HE

(iii) Better Results: The absence of coordination causes duplication, overlapping and misuse
of resources. Through coordination duplication of efforts is avoided. The time and energy
thus saved are better utilised in better tasks. Coordination makes effective integration and
adjustment of the available resources and helps in the accomplishment of organisational
goals.

BR

(iv) cordial Relations : Coordination brings employees nearer to each other. It helps to improve
team spirit and gives job satisfaction to the employees which keeps their morale high. Good
coordination eliminates all conflicts and disagreements and develops mutual co-operation,
confidence and brotherhood.

YA

L

3. “Coordination–The essence of management”. Discuss.
Or

“Coordination is not a separate function of management. It is the essence of management”. Explain.

G

O

Ans. Coordination is not really a separate function of management but infact it is the essence of
management. It is like a thread of garland, flowers of which are different managerial functions. It
should be performed right from the planning stage to the controlling stage. Absence of coordination
weakens the effect of authority-responsibility relationships in the organisation. Coordination
activates each function of management and makes them effective and purposeful.
Now let us understand how coordination is implicit and inherent in all functions of management.
Coordination is the essence of management. It is the link that binds all the other function of
management together. It is an integral part of all the function of management and not a separate
function.
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N

Management achieves coordination through:
(i) Planning: Systematic planning of work and allied aspects from top to bottom of the
organisation.
(ii) Organising: Systematic division of work among individuals and departments;
(iii) Staffing: Placement of right persons on the right jobs;
(iv) Directing: Free flow of information, sound leadership and suitable incentives for good
performance.
(v) controlling: Control of activities through personal observation and other techniques.

Basis

HA

4. Distinguish between Coordination and Co-operation.
Ans. Differences between Coordination and Co-operation.
coordination

co-operation

It refers to orderly arrangement of It refers to voluntary willingness of
group efforts to provide unity of individuals to help each other.
action in order to achieve common
objectives.

(ii) Relations

It arises out of both formal and It arises out of informal relations.
informal relations.

(iii) nature

It is the result of deliberate efforts of It is the voluntary efforts of group
manager.
of people.

(iv) Objective

It aims to achieve business goals It aims to help each other.
more efficiently.

RS

PR

AK

AS

(i) Meaning

HE

(v) Requirement It is essential when group of people It arises due to desire of people to
work together for a common object. work together.
(vi) Scope

OT

Its scope is wider than the co-operation. It has a narrow scope as it is a part
of coordination.

5. Explain the nature of coordination.

G

O

YA

L

BR

Ans. The nature or features of coordination can be discussed as:
(i) coordination integrates Group efforts : Coordination integrates group efforts for the
achievement of organisational goals. It is related to group efforts and not individual
efforts.
(ii) coordination is a continuous Process : Coordination starts at the planning stage and
continues till controlling. Thus, it is a continuous process.
(iii) coordination is the Responsibility of all Managers : It is the duty of the managers to
direct the efforts of all persons to a common goal. Thus, coordination is the function of every
manager.
(iv) Coordination ensures Unity of Action : Coordination ensures unity of action for the
achievement of organisational goals. It acts as a binding force between departments and
ensures that all its action is aimed at the target.
(v) coordination is All-pervasive function : Coordination is required at all levels of management
because the activities of departments are interdependent on each other.
(vi) coordination is a Deliberate Function : A manager has to co-ordinate the efforts of different
people in a deliberate manner.
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B. Case Study Based Questions

[4 Marks]

HA

N

1. Gupta Ltd. has the following organisation structure. On the top level is the Managing Director
of the company Mr. Mahesh. He has four departments to manage–Purchase, Production, Sales
and Human Resource. Mr. Mahesh decided that all departments ought to prepare their own plans
and set objectives. A a result, no department was aware of the plans of other departments. The
purchase department made over-purchases and producton department over-produced goods which
was not accepted by Sales department and hence some goods remained unsold. Sales department
itself could not work properly as Human Resource department could not supply right number of
employees to them. As a result, there was utter chaos and the organisation could not function
properly.

AS

Which aspect of management is not being considered above and also suggest solution to the
problem?
Ans. Coordination Management should develop proper coordination among departments to ensure unity
of action in realisation of common objectives.

RS

PR

AK

2. A consumer goods company, manufacturing electrical goods, has been facing a lot of problems for
the last one year. Its margins are under pressure and its profits and market share are declining. For
this state of affairs, the production department blames the marketing department for not meeting
sales targets and the marketing department blames the production department for producing goods
which are not of good quality meeting customers expectations. The finance department blames
both the production and the marketing departments for declining return on investment and bad
marketing.
What steps should be taken to bring the company on track?

G

O

YA

L

BR

OT

HE

Ans. In this case, there is lack of coordination among different departments. Each department is blaming
the others for declining sales and profit margins. The top management of the company should
take the following steps :
(i) Every department should be asked to work for the corporate objectives.
(ii) There should be proper communication among the different departments.
(iii) Periodic meetings of the heads of different departments should be held to remove any
misunderstandings and to integrate their efforts.
(iv) The plans of various departments should be co-ordinated by the Chief Executive Officer
(CEO).
(v) Conflicts among differents departments must be resolved at the earliest.
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Unit 4: Marketing

6

N

Marketing—Concept and
Functions

AS

HA

“Marketing is the process of discovering and translating consumer needs and wants into products and
services and in turn making it possible for more and more people to enjoy more and more of these
products and services.”
—H.L. Hansen

SUMMARY

�
�
�
�
�
�

AK

Question Bank
SectIOn A

O

YA

L

�

PR

�

RS

�

HE

�

OT

�

A market refers to a place where actual buying and selling takes place.
Marketing means providing want satisfying goods or services to consumers.
Marketing management involves planning, organising, directing and controlling activities relating
to marketing of goods or services to consumers.
Marketing is different from selling.
Marketing is concerned with all those act ivities which are involved in the flow of goods and
services from producer to consumer.
Marketing management refers to planning, organsing, directing and controlling the persons and
activities engaged in the marketing division of a business enterprise.
Selling is one of the functions performed in marketing.
Modern marketing concept refers to the customer and not the product as the centre of business
activity.
The primary object of marketing concept is to provide maximum satisfication to the customer.
Money spent on marketing is compulsory.
Marketing expenditure is a burden on consumers.
The place where buyers and sellers gather together to facilitate exchange of goods and services
is known as market.

BR

�

G

A. Multiple Choice Questions

[1 Mark]

Choose the correct option for each of the following questions :
1. Marketing expenditure is a burden :
(a) on industry
(b) on businessmen
(c) on consumers
(d) all of these.
2. For business marketing is :
(a) compulsory
(b) necessary
(c) unnecessary
(d) luxury.
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(b) unnecessary expenditure
(d) investment.
(b) consumers
(d) all of these

HA

AK

(b) America
(d) Japan.

AS

(b) labelling
(d) trade mark.

N

(b) businessmen
(d) to all.

(b) sales-oriented
(d) all of these

PR

3. Money spent on marketing is :
(a) wastage
(c) burden on the customers
4. Importance of marketing concept is for :
(a) society
(c) producers
5. The advantage of marketing is to :
(a) consumers
(c) manufacturers
6. Maximum wide scope is of :
(a) brand
(c) packaging
7. The birth place of marketing management is :
(a) England
(c) France
8. Marketing concept is :
(a) production-oriented
(c) customer-oriented

ANSWERS
2. (a)

3. (d)

4. (d)

5. (d)

B. Very Short Answer Type Questions

7. (b)

8. (d)

[1 Mark]

L

BR

OT

HE

What is marketing?
It is a social process by which individual groups obtain what they need and want.
What is the objective of marketing?
The objective is to generate customer value at a profit.
Briefly state marketing concept.
It suggests that the organistion should earn profit through volume of production.
Define marketing as a social process.
It is a process of exchange of goods and servies for money or money’s is worth.
Give one misconception of marketing.
Marketing is throught as the same as selling. But selling is only converting the goods and services
into cash. Marketing is more than this.
Explain product concept of marketing.
Customer values the quality products. Goods price will be realised if the product is of high value.
What is marketing management?
It is an art of selecting a target market, getting the customers and grouping them through customervalue management.
Define standardisation as a function of marketing.
It is producing specified goods and achieving uniformity and consistency.
What is focal point of the production following market concept?
Satisfaction of customer’s needs and wants.

YA

1.
Ans.
2.
Ans.
3.
Ans.
4.
Ans.
5.
Ans.

6. (c)

RS

1. (d)

G

O

6.
Ans.
7.
Ans.

8.
Ans.
9.
Ans.
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10. Who is a customer?
Ans. People or an organisation who want to satisfy their need. They are also called seekers of satisfaction.
11. What is meant by product?
Ans. Product refers to bundle of utility.

N

12. ‘They don’t sell what they can make, but they make what they can sell’. Name the marketing
concept to which this statement is related?
Ans. It is related to marketing concept.

HA

13. Who is a marketer?
Ans. A person or an organisation or a group of person who provide goods or services to satisfy the
needs of customers. He is called as provider of satisfaction.

RS

PR

AK

Selling is customer-oriented.
Marketing management is wider than business management.
The main objective of marketing is to maximise the profits of a business.
Selling is a part of marketing.
Marketing continues after sale.
Selling is concerned with distribution of goods already produced.
Marketing and selling are synonymous terms.
Buying is an end-function in marketing.
Marketing involves a number of risks.
Marketing concept is narrow term than selling.

HE

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

[1 Mark]

AS

C. Answer in True or False

ANSWERS

2. False
7. False

3. True
8. False

OT

1. False
6. True

4. True
9. True

BR

D. Assertion-Reason Type Questions

5. True
10. False

[1 Mark]

1. Assertion: The firm’s task is to find out the best setting for its marketing decision variables.

O

YA

L

Reason: Above setting constitute its marketing mix.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.

G

2. Assertion: The objective of marketing management is to ensure consumer satisfaction.
Reason: Marketing management is the marketing concept in action.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
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3. Assertion: There is no difference between marketing and selling.
Reason: There is a difference between marketing and selling.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
2. (b)

3. (d).

N

Ans. 1. (b)

HA

SectIOn B
Short Answer Type Questions

[2 Marks]

AS

1. What do you mean by marketing?

AK

Ans. The modern concept views marketing as a consumer oriented activity. It emphasises for determining
the customer requirements and supplying the products to meet these requirements. It considers
customer satisfaction as supreme. Marketing makes goods and services more useful to the society
by creating place, time and possession utilities.

HE

RS

PR

2. Define marketing?
Ans. (i) According to cundiff, Still and Govoni, “Marketing is the managerial process by
which products are matched with markets and through which transfers of ownership are
affected”.
(ii) According to H.L. Hansen, “Marketing is the process of discovering and translating consumer
needs and wants into products and service specifications, creating demand for these products
and services and then in turn expanding this demand.”
Hence, marketing is a social process whereby people exchange goods and services for money or
for something of value to them.

OT

3. What is marketing management?

BR

Ans. Marketing management refers to management of all the activities related to market. Traditionally
there was no difference between selling and marketing but modern age is the age of globalisation
where consumers play a very important role and marketing strategies also have become very
important.
4. Define marketing management.

G

O

YA

L

Ans. Definitions :
(i) “Marketing management is the analysis, planning, implementation and control of programmes
designed to create, build, maintain mutually beneficial exchanges and relationship with target
market for the purpose of achieving organistional objectives.”
—Phillip Kotler
(ii) “Marketing is that phase of business activity through which the human wants are satisfied by
the exchange of goods and services.”
—J.F. Pyle
conclusion : All the modern definitions of marketing are based on the philosophy that
“Satisfaction of consumers is the basic purpose of business.”
5. What is the importance of marketing?
Ans. The importance of marketing has been expressed by Peter Drucker as follows :
“It is in marketing that we satisfy individuals and social values, needs and wants, be it through
producing goods, supplying services, fosterring innovation for creating satisfaction.”
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Adam Smith pointed out long back that, “The end of all production is consumption and that
nothing happens in a country until somebody sells something. Hence, the selling aspect becomes
the nerve centre for all hum,an activity. Marketing is the kingpin that sets the revolving of the
economy.”
6. State any two pillars of marketing concept.
Ans. (i) Understanding the needs and wants of consumers.
(ii) Satisfying these needs better than the competitors.

N

7. What is the role of marketing?

AS

HA

Ans. Role of Marketing :
(i) Role in a firm : By market orientation, the firm tries of focus on satisfying the needs and
wants of the customers.
(ii) Role in the economy : Marekting helps in the development of the economy by inspiring
people to undertake new activities and set up enterprises.
8. What is the concept of marketing?

PR

AK

Ans. concept of Marketing : The activities performed by the marketers to facilitate exchange of goods
and services between producers and users of such products are referred to as marketing activities.
It r efers to social process, whereby people exchange goods and services for money or something
of value to them.
9. What are the Features of Marketing?

HE

10. What can be marketed?

RS

Ans. The following are the features of marketing (any two):
(i) Needs and wants
(ii) Creating a market offering
(iii) Customer value
(iv) Exchange mechanism

BR

OT

Ans. Product can be defined as a ‘bundle of utilities or source of satisfaction, that can be used for
satisfying human wants. It not only includes physical objects like TV, pen, biscuits, cars etc.
but also other things of value such as services, ideas, place etc. which can be offered to the
customers for their use. In the marketing theory, anything that can be useful to the customers can
be marketed.
11. Who is a marketer?

YA

L

Ans. Marketer is a person or organisation who takes more active part in the process of exchange.
The marketer arranges products or services and makes them available to the customers to satisfy
their needs and wants. For example, Reliance satisfies the customers’ need for petroleum, fruits
etc. Some marketers offer only services to customers e.g.,Punjab National Bank, Life Insurance
Corporation etc.

O

12. Give two differences between marketing and selling.

G

Ans. Two differences between marketing and selling are as follows :
(i) Marketing is customer-oriented where as selling is product-oriented.
(ii) Marketing aims at long-term growth while selling aims at short-term profit maximisation.
13 Write two advantages of marketing.
Ans. The two advantages of marketing are as follows (any two):
(i) Shapes Business Philosophy : Marketing provides basis to formulate outlook of
management. It makes management realise the importance of consumer. It makes
management more conscious and responsive to the needs and requirements of consumers.
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Accordingly, business enterprises identify customer needs, plan their production, marketing
and other operations.
(ii) Helps to Identify Objectives : Marketing makes management understand supremacy of
consumers. It explain that all activities are futile unelss consumers’ satisfaction is taken care
of. Accordingly, different activities like production and personnel are geared to produce want
satisfying goods and services.
(iii) Generates Goodwill : Marketing helps to identify what is to be produced or what is demanded
by consumers. Therefore, organisations produce qualitative and want satisfying goods or
services. Qualitative and reliable goods or services create confidence and goodwill.
14. What involves in marketing management?
Ans. Marketing management involves the following (any two).
(i) choosing a target Market : The target market is finalised by the marketer. He may be
targeting market on the basis of income levels like middle class, upper class,lower class, or
age group or any other basis.
(ii) creating and Grooming customers in target Market : Matching the product offerings
with the needs and wants of the customers in the target market so that customer satisfaction
is achieved. “Customer is the king” is the focal point around which all the activities of
marketing revolve.
(iii) creating Superior Value : Innovation is the key of marketing. Continuous development of
products and processes is essential to the survival of a business and to compete with others.
The product should have added values such that the customer seeks more exchange with the
marketer.

HE

SectIOn c

OT

A. Long Answer Type Questions

[4 Marks]

1. What are the features of marketing concept?

G

O

YA

L

BR

Ans. The modern approach to marketing is called marketing concept. Its main features are as follows:
(i) customer-orientation: All business activities should be oriented towards the recognition and
satisfaction of customers' needs and wants.
(ii) Integrated approach: Different elements of marketing should be properly coordinated.
Similarly, the activities of various departments of the enterprise should be harmonised into a
total system to achieve the common goals.
(iii) Marketing research: In order to understand and satisfy the needs of customers, relevant
information should be collected about the markets. An ongoing programme of marketing
research is necessary for this purpose.
(iv) Marketing planning and control: Marketing should be a dynamic process. It should begin
much before production and should continue after sale. The objectives of marketing should
be in harmony with the overall goals of enterprise. Moreover, regular monitoring is required
to keep the programme effective under changing conditions.
2. What the characteristics of Marketing Management?
Ans. The following are the characteristics of Marketing Management (any four):
(i) Marketing Management is the process of planning, organising, directing and controlling the
activities related to marketing of goods and services.
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(ii) Marketing Management is an important functional area of business.
(iii) Marketing Management is goal oriented. It attempts to satisfy the needs of customers.
(iv) Marketing Management is responsible for satisfaction of needs of customers and generation
of revenue from the business.
(v) Marketing Management has a wide scope than sales management. Marketing Management
determines the appropriate marketing mix of the firm.
Ans. Difference between Marketing and Selling (any four):
Selling

(i) Scope

It is a wider term and includes
selling also. It covers all the
activities concerned with identifying
and satisfying the wants of the
customers.

It is only a part of marketing
process. It is limited to exchange
of goods or services for some
consideration.

(ii) Focus

It focuses on the needs of customers. It focuses on transfer of title of
good from sellers, to buyers.

(iii) Start and end

It starts much before production It starts after production and ends
and continues even after sale.
with the sale of product.

(iv) Objective

It aims to earn profits through It aims to maximise profit through
customer satisfaction.
increase in sales volume.

(v) Strategy used

It involves strategies like product It involves efforts like promotion
promotion, pricing and distribution. and persuasion for selling the
product.

(vi) emphasis

It emphasises on development of It emphasises on bending the
product according to customers needs. customers according to product.

AS

HA

Marketing

OT

HE

RS

PR

AK

Basic of Difference

N

3. Distinguish between Marketing and Selling.

4. What is the importance of marketing in today’s world?

G

O

YA

L
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Ans. Marketing has even greater importance and significance for the society as a whole and can be
expressed as follows (any four):
(i) Marketing helps in increasing the living standards.
(ii) Marketing adds value of goods by changing their ownership and by changing their time and
place of consumption.
(iii) A reduction in the cost of marketing is a direct benefit to society.
(iv) It adds value to services e.g. business, medical, entertainment and educational services, by
performing the services involved.
(v) Marketing brings to the very door of the peasants useful implements, tools and fertilisers etc.,
and the benefit of the use of machines and free after-sales services.
(vi) Marketing process brings new varieties, quality and beneficial goods to consumers, A wealth
of merchandise can be purchased at retail stores which were not available previously.
(vii) Marketing is essential for full or near full employment. In order to have continuous production,
there must be continuous marketing ; only then business can be sustained and high level to
business activity be continued.
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5. What are the objectives of Marketing Management?
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Ans. The basic objectives of Marketing Management are :
(i) creation of Demand : The marketing manager always tries to create the demand not by
unfair means but by analysing the needs and wants of the customers and then producing the
products which satisfy the customer’s need. The usefulness of the products is made known
to customers in advance. These efforts help the manufacturer to create demand.
(ii) Profitable Sales Volume Through Customer Satisfaction: Earning profit is the primary
objective of every businessman but marketing emphasises on profitable sale only with
customer’s satisfaction. The marketing manager does not want to increase sale and earn profit
by supplying low standard products or by using unfair techniques. The marketing managers
coordinate all the basic activities of the company and these activities are co-ordinated to meet
the demands of the customers. The modern marketing techniques begin with customer and
end with the customer.
(iii) Goodwill: Every business firm wants to create a better reputation and goodwill in the
market. The goodwill can be created only by selling quality products at reasonable price
The image of the firms is built by using various image building techniques such as
advertising, high quality, caring for customer satisfaction, after sale service, smooth’
supply etc.
(iv) Market Share : Every business firm wants to capture a bigger share in the market? So
marketing techniques adopted by marketing manager help to get a big share in the market.
Various promotional methods are used to make the goods popular. These selling effort, and
promotional techniques help the firm to capture a big share in the market.
6. What are the essential features of Marketing?

O

YA

L

BR

OT

HE

Ans. essential features of Marketing : The essential features of Marketing are as follows (any four):
(i) Buyer and Seller : There are at least two parties - buyer or customer on the one hand, and
seller or marketer on the other.
(ii) needs and Wants : The focus of Marketing is on identification and satisfaction of the needs
and wants of target buyers who could be individuals and organisations.
(iii) Market Offering : It refers to a product or service having certain features (size, shape, quality,
etc.) offered to buyers at a particular price. A good market offer is developed after analysing
the needs and wants of customers.
(iv) Specialised Knowledge : Marketing management is a specialized field. Efficient handling of
marketing activities requires specialised knowledge of markets, products, consumers’ tastes
and behaviour, government policies and business environment.
(v) Functional Area of Management : Marketing management is – A functional area of
management. It includes analysis, planning, implementation and control of the activities
concerned with distribution of goods for satisfying the needs of the customers.

G

7. Write four functions of marketing.

Ans. Functions of marketing (any four):
In the process of marketing, the marketer performs a variety of functions which are explained
below.
(i) Marketing Research : The business firm conducts research to find out the needs of the
buyers so as to fill up the gap between their needs and existing products in the market. This
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(v)

N

(iv)

is achieved by offering new products especially modelled and designed according to consumer
needs. The marketer tries to find one what customer wants to buy, when he is likely to buy,
how much he will buy, and what price he will be able to pay for it etc.
Market Planning : After marketing research, the marketer prepares various plans to achieve
his marketing objectives like selecting a target market and level of production etc.
Buying and Assembling : This function means buying of raw materials and various other
inputs from different sources and assembling them under one roof so that there is no delay
in production and the product is ready to be offered on time.
Product Designing and Development : Decisions regarding the product are undertaken at
this stage. The design and development includes the decisions like what should be the quality
standards for the product, what shape or design it should take, what type of packing and how
many models should be brought out, etc.
Standardisation and Grading : Buyers and sellers always prefer to have certain predetermined
set standards for products. This relieves buyers from examining the product and wasting time.
Standardisation assures quality and consistency to customers.
Grading means classifying the product on some basis like size, quality, shape etc. It is necessary
when companies are not following strictly the technique of standardisation. It is generally
used in agricultural products like rice and pulses etc.

HA

(iii)
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B. Case Study Based Question

[4 Marks]
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‘Time Line’ watch manufacturing company is a renowned company marketing watches. It-performs
various activities like market analysis, product designing or merchandising, packaging, warehousing,
branding, pricing, promotion and selling. The company maintains good customer relations through
various follow up activities. This helps the company in procuring repeat sales orders.
(i) Name the concept related to the activities mentioned in the above paragraph.
(ii) Explain any two features of the concept identified in part (i).
Ans. (i) concept: Marketing
(ii) Features of Marketing :
(a) Need and wants
(b) Creating market offering
(c) Customer value and,
(d) Exchange mechanism.
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Marketing Mix—Meaning
and Elements

HA

“Marketing mix is a set of marketing tools that a business enterprise uses to achieve its marketing
objectives in a target market.”

�
�
�
�
�
�
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Marketing-mix is the combination of different marketing decision-variables being used by a firm
to market goods and services.
The major instruments of marketing mix in the hands of management are :
Product-Mix: It includes shape, design, characteristics, utility, style, brand, package and warranty
related to the product.
Place-Mix: Policies regarding outlets for sales, channels of distribution, location and layout of
stores etc.
Price-Mix: Policies regarding pricing, discounts, concession etc.
Promotion-Mix: Methods of communicating with consumers through personal selling, social
contacts, advertising, publicity etc.
A product is any conceivable item offered by someone in the market for attention, acquisition,
re-use or consumption.
Products represent a bundle of expectations to customers and society.
The life cycle of a product is compared to the life cycle of a human being, A product which is
in demand today may not be needed tomorrow.
The development of a new product involves efforts, talent, attitude, money. Also, the and risk
involved in this exercise is also very high.
Services are intangible or non-physical products offered by the marketer for satisfaction of
consumer’s needs like banking services, insurance services, transportation etc.
Difference between a Product and Service : On the basis of:
(i) Nature
(ii) Standardisation
(iii) Tangibility
(iv) Ownership
(v) Distribution
(vi) Re-sale
(vii) Storage
(viii) Inseparability
(ix) Replacement
(x) Examples
Branding is the practice of giving a specified name to a product or group of products from one seller.
Packaging means wrapping, compressing or filling goods for the purpose of their protection and
convenient handling.
Labelling: Labels are attached onto the product package to help identification and provide some
information to the customers.
A price represents the money which the buyer offers for the products offered by the seller.
Pricing objectives are overall goals that describe the role of price in an organisation's long term
plans.
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SUMMARY
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In normal circumstances prices are fixed after adding fixed and variable costs and adding a
reasonable amount of profit in it.

�

During stiff competition, products may be priced even below total cost, variable cost however
must be recovered.

�

Physical distribution channels for consumers are; direct channel, one level channel, two level
channel and three level channel. Channels for industrial goods are direct , distribution, one level
channel and two level channel.

�

Factors affecting the choice of channel are classified into six categories: product considerations,
market considerations, manufacturer’s considerations, middlemen considerations, government
control and other considerations.

�

Advertising : Any paid form of non-personal presentation and promotion of ideas related to goods
and services of an identified sponsor is advertising.

�

Advertisement is a medium of impersonal sales efforts. It is the art of influencing human action
to buy or possess one's product.

AS

HA
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�

The main objective of advertising to increase sales for maximising profits.
� Advertising normally increases prices and helps in creating monopoly.
� An advertising agency is an independent organisation set up to render specialised professional
service in advertising and marketing.

PR

AK

�

Sales promotion refers to those marketing activities, other than personal selling, advertising and
publicity that stimulate consumer purchasing.

�

Personal Selling: Salesmanship is an individual face-to-face communication whereby the salesman
tries to induce and persuade the buyer to purchase goods and services.

�

Sales promotion methods are; window display, coupons, fairs and exhibitions, samples, premium,
service after sale, exchange offer etc.

�

Personal selling is the process of assisting and persuading people to purchase goods through direct
and face-to-face contact.

OT

HE

RS

�

Sales promotion methods can be divided into two parts;
� Method of promotion of sales to consumers or customers
� Method of promotion of sales to intermediaries
� Publicity is used in marketing activities. It gives information to the public regarding goods and
services and is an unpaid form of communication.
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L

BR

�

Question Bank
SectIOn A

G

A. Multiple Choice Questions

[1 Mark]

Choose the correct option for each of the following questions :
1. Marketing expenditure is a burden :
(a) on industry
(b) on businessmen
(c) on consumers
(d) all of these
2. Marketing concept is :
(a) production-oriented
(b) sales-oriented
(c) customer-oriented (d) all the three
Goyal’s ISC Commerce Question Bank with MTP Class 12 for Semester-2 Examination

87

GOYAL
BROTHERS
PRAKASHAN

A DIGITAL LEARNING APP

Learn @ ` 1 Per Day

G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

HA

N

3. Money spent on marketing is :
(a) wastage
(b) unnecessary expenditure
(c) burden on the customers
(d) investment
4. Importance of marketing concept is for :
(a) society
(b) consumers
(c) producers
(d) all of three
5. For business, marketing is :
(a) compulsory
(b) necessary
(c) unnecessary
(d) luxury
6. The advantage of marketing goes to :
(a) consumers
(b) businessmen
(c) manufacturers
(d) to all
7. Essentials of a good brand are :
(a) short name
(b) easy to remember
(c) attractive design
(d) All of these
8. Which of the following is a function of packaging?
(a) Protection
(b) Convenience
(c) Identification
(d) All of these
9. The characteristics of a good brand are :
(a) short name
(b) memorable
(c) attractive
(d) all of these
10. The factors affecting product-mix are :
(a) marketing
(b) production
(c) financial
(d) all of these
11. Labelling is :
(a) compulsory
(b) necessary
(c) voluntary
(d) wastage of money
12. The birth-place of marketing management is :
(a) England
(b) America
(c) France
(d) Japan
13. Maximum wide scope is of :
(a) brand
(b) labelling
(c) packaging
(d) trade mark
14. Advertising is :
(a) investment
(b) unnecessary
(c) wastage of money(d) none of these
15. Advertising media is :
(a) press advertising
(b) mural advertising’
(c) mail-order advertising
(d) all of these
16. Distribution of free samples is included in :
(a) consumer’s promotion
(b) dealer’s promotion
(c) consumer’s and dealer’s promotion
(d) none of these.
17. Costliest means of advertising is :
(a) advertising
(b) personal selling
(c) sales promotion (d) public relations
18. Which of the following is an objectives of Sales Promotion?
(a) To introduce new product
(b) To attract new customers
(c) To counter competitor
(d) All of these
19. According to ........... “Sales Promotion means any steps that are taken for the purpose of obtaining
or increasing sales.”
(a) H.R. Delens
(b) Johnson
(c) George W. Hopkins
(d) None of these
20. Which of the following is a device of sales promotion?
(b) Public relation
(a) After sales service
(c) Free distribution of samples
(d) All of these
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21. Media of advertising is :
(a) samples
(c) calendar and diary etc.

(b) premium
(d) demonstration
ANSWERS

2. (d)
12. (b)

3. (d)
13. (c)

4. (d)
14. (a)

5. (a)
15. (d)

6. (a)
16. (a)

7. (d)
17. (b)

8. (d)
18. (d)

9. (d)
19. (a)

10. (a)
20. (d)
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1. (c)
11. (b)
21. (c)

[1 Mark]
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G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

l. Which concept of marketing suggests that an organisation should earn profit through customers’
satisfaction and by activities related to social welfare?
Ans. Social concept of marketing suggests that organisation should earn profit through customers’
satisfaction and social welfare activities.
2. Why it is felt that some of the advertisements are not in good taste?
Ans. Because sometimes to attract a special target group of people advertisements take the help of
vulgar language and obscene photographs.
3. What kind of discussion takes place during personal selling?
Ans. Under this the salesman and the customer are involved in verbal discussion about the qualities
and characteristics of the product.
4. What is the meaning of incentives on sales?
Ans. Incentives on sales means, the short-term incentives which are offered to customers for immediate
purchase of product or service. These are given to ensure promptness in making a purchase decision.
5. What is the reason for less effectiveness of advertisements?
Ans. Effectiveness of advertisements has reduced on account of its frequent reputation.
6. What is meant by marketing management?
Ans. Marketing management means managing the activities relating to marketing “of goods and services
to satisfy the needs of the customers.
7. Mr. Sajal is general manager of a company producing toys. He believes in product concept of
marketing. What will be his marketing strategy?
Ans. Mr. Sajal will concentrate on improving the features, quality and performance of the toys.
8. What is meant by direct channel or zero level?
Ans. Direct channel means the arrangement wherein goods are made directly available by the
manufacturers to consumers without involving any intermediary.
Ans. Mr. Sajal will concentrate on improving the features, quality and performance of the toys.
9. Is the advertisement a form of communication?
Ans. Advertisement cannot be termed as communication because this-is only one way conveying of message.
10. Why is it so that personal selling is personalised form of selling?
Ans. Because in this case the seller and buyer directly face each other.
11. Why is it said that advertisement create confusion instead of rendering any help?
Ans. This is because at times some of the advertisements present the distorted version of truth.
12. Does the sales promotion increase the effectiveness of advertising?
Ans. When the samples of a particular product reach the consumer through sales promotion campaigns,
then the advertisements related to that product create a better impact.
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24.
Ans.
25.
Ans.
26.
Ans.
27.
Ans.
28.
Ans.
29.
Ans.
30.
Ans.
31.
Ans.

HE

19.
Ans.
20.
Ans.
21.
Ans.
22.
Ans.
23.
Ans.

OT

18.
Ans.

What is meant by production concept of marketing?
Potential exchange would be realised when the products are widely available at an affordable Price.
What is meant by labelling?
Labelling refers to the act of designing the label to be put on the package.
At which level of packaging the immediate container is referred to?
Primary package.
What is sales promotion?
Sales promotion refers to short-term incentives, which are designed to encourage the buyers to
make immediate purchase of a product or service.
What is publicity?
Publicity may be defined as non-paid form on non-personal presentation of ideas, goods and
services by an unidentified sponsor.
What is the purpose of a brand name?
The basic purpose of giving a brand name to a product is to facilitate the product identification
and product differentiation.
What is meant by indirect channel of distribution?
Indirect channel of distribution means a distribution network consisting of intermediaries.
Name the tool of promotion paid for by the marketeer of goods or services.
Advertising.
Name the non-paid form of communication of information about the products.
Publicity,
What is the purpose of packaging a product?
The main purpose of packaging is to protect the product from spoilage, breakage, leakage etc.
Name two methods of direct selling.
Two methods are :
(i) Selling through own outlets and (ii) Selling through own sales force,
Which element of marketing mix affects profit?
The element of marketing-mix that affects profit, is price.
Name any two functions of packaging.
(i) Product protection (ii) Product identifications.
Give two uses of branding.
(i) Status symbol and (ii) Product identification
Explain ‘Physical Distribution’ element of market mix.
It is selecting a channel of distribution.
When is immediate container used in packing?
At the primary packaging stage.
What is a brand mark?
The part of brand which is not spoken but can be visually recognised.
Define advertising.
It is a paid form of nonpersonal promotion of goods and services.
What is sales promotion?
It is a short term incentive to encourage the buyers to purchase.
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17.
Ans.
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16.
Ans.

A DIGITAL LEARNING APP

90

Goyal’s ISC Commerce Question Bank with MTP Class 12 for Semester-2 Examination

GOYAL
BROTHERS
PRAKASHAN

N

HA

AS

37.
Ans.
38.
Ans.
39.
Ans.

Display the most commonly used channel of distribution for consumer goods.
It is from Manufacturer → Wholesaler → Retailer → Consumer.
What is a three level channel of distribution?
When there are three middlemen between the manufacturer and the consumer i.e., Agent,
Wholesaler and Retailer.
Give two examples of brand name.
(i) Adidas (ii) Reebok
Mention any two functions of labelling.
(i) Helps in product promotion (ii) Helps in product descriptions.
What is secondary packaging?
It is an additional layer of packing which protects the primary packing. Secondary packing is
destroyed when the product is used, like box of a toothpaste.
What is personal selling?
It is an oral presentation in the form of conversations with customers to make a sale.
Give two elements of a good brand.
(i) A short brand name like ‘Reebok’. (ii) Suggestions of products benefits like ‘Roohafza’.
Give two uses of branding.
(i) Helps in product differentiation and (ii) Helps in advertising.
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34.
Ans.
35.
Ans.
36.
Ans.

Learn @ ` 1 Per Day

PR

32.
Ans.
33.
Ans.

A DIGITAL LEARNING APP

C. Answer in True or False
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Marketing mix is a wider term than product mix.
Product, price, place and promotion are the elements of marketing mix.
The elements of marketing mix are not interrelated.
Price is an insignificant decision in marketing.
Physical distribution and choice of distribution channel are the two elements of distribution.
Advertising involves face-to-face talk with customers.
Personal selling is very flexible.
Sales promotion schemes are basically short term incentives.
A legally protected brand is known as a trade mark.
Packing and packaging are synonymous terms.

YA

1. True
6. False

L

1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

[1 Mark]

2. True
7. True

ANSWERS
3. False
8. True

4. False
9. True

O

D. Assertion-Reason Type Questions

5. True
10. False

[1 Mark]

G

1. Assertion: As per the product, concept of marketing, the emphasis of the firms shifted from
quantity of production to quality of products.
Reason: With the decrease in supply of products, customers started looking for products which
were superior in quality.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
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2. Assertion: The production concept of marketing was believed that profit could be maximised by
producing at large scale.
Reason: During the earlier days of industrial revolution the demand exceeded the supply.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
3. Assertion: The process of marketing works through the ‘exchange mechanism’.
Reason: The individuals cannot obtain what they need and want through the process of exchange.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
4. Assertion: A good ‘Market Offer’ is the one which is developed after analysing the needs and
preferences of the potential buyers.
Reason: A product will be purchased only if it is perceived to be giving greatest benefit or value
for the money.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
5. Assertion: A ‘need’ is a state of felt deprivation or feeling of being deprived of something.
Reason: On getting hungry, we become uncomfortable and start looking for objects that are
capable of satisfying our hunger.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
Ans. 1. (c)
2. (a)
3. (c)
4. (b)
5. (a)

SectIOn B
[2 Marks]

L

Short Answer Type Questions

YA

1. Discuss the concept of Marketing Mix.

G

O

Ans. The marketing concept considers marketing as an integrated process of identification, assessment
and satisfaction of human wants. I, regards creation of customer and satisfaction of his wants
as the justification of business. Determination of wants of the customers takes precedence over
production and other business activities. In other words, production is carried on according to the
needs of the customers. Thus, the emphasis in modern business is on selling satisfaction and not
merely on selling goods.
2. Give the meaning of selling concept and marketing concept of marketing.
Ans. (i) Selling concept : Firms believe that aggressive selling and promotional efforts will convince
a customer to buy a product. Its aim is profit through sales volume.
(ii) Marketing concept : Customers’ need and customers’ satisfaction are the key to success of
an enterprises. Its aim is profit through customer satisfaction.
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3. What do you mean by Product?
Ans. A product or service is everything the purchaser gets in exchange for his money. It signifies the
tangible or intangible offerings which satisfies the need of the customer, A product consists of a
bundle of utilities involving various product features and accompanying services.
4. What is Product Mix?
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Ans. Product Mix is the combination of all the products offered for sale by a company. For example,
Hindustan Unilever is dealing with soaps, detergents, shampoos, toothpaste etc. The product mix
has breadth, depth and consistency. There is both quality and quantity of product.
5. What are the types of product?
Ans. Products on the bases of shape, use, utility, etc., can be of the following types :
(i) tangible Product : An item which has a physical form or shape, which can be seen, used
or consumed is known as a tangible product. Some of its examples are vehicle, shoes, butter,
milk, etc.
(ii) Intangible Product : A product which does not have a physical shape and cannot be consumed
is an intangible product. AH services are intangible products. For example, banking services
like personal loan, housing loan, deposit services, etc., are intangible products.
6. What are the various methods of Branding?
Ans. Methods of Branding : Important methods of branding are as follows :
(i) Branding by product name, e.g., Sunflower oil, 555 cigarettes, etc.
(ii) Branding by manufacturer’s name, e.g.. Tata, Godrej, etc.
(iii) Branding by special name, e.g., Tata Tea, Modi Xerox, etc.
7. What do you understand by price?
Ans. Meaning of Price : Price refers to the value which a buyer pays to the seller in exchange of the
product or service received from him. It is an important element of marketing mix. It represents
the worth of a product or service in terms of money. In other words, price is the monetary sacrifice
made by buyer in lien of the product or service bought by him.
8. Why is price decision so important in marketing?
Ans. Pricing is the process of fixing the price of a product or service. Pricing is very important for
a business concern because the price of product determines the sales volume and profitability.
The product is approved by the consumers only when its price is acceptable to them. So a firm
should fix a price, which is capable of attracting different types of consumers. Manufacturer
should consider three main factors, i.e., cost of products, demand and nature of competition for
the product while fixing the price of a product.
9. What do you mean by price-mix?
Ans. Price mix : It involves decisions regarding fixation of monetary worth of a product. It should be
decided very carefully as it directly affects the demand of a product. The factors such as objective
of firm, cost of production, competition, customer demand should be considered while fixing the
price of a product. Basically, there are two price strategies, e.g., price skimming and penetrating
pricking.
10. What do you mean by Channels of Distribution? Discuss in brief.
Ans. Channel of distribution refers to the people or middlemen who help in distributing the goods.
Goods are produced at one place and customers are scattered all over the country so it is very
difficult for the producer to distribute goods to the place of consumption. For example, tea is
produced in Darjeeling, Assam but it is consumed all over the country. It is very difficult for
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producer to distribute tea all over the country so he takes the help of some middlemen so that it
can be supplied to all the consumers.
11. What are the objections to advertising?
Ans. Advertising has been subjected to a lot of criticism also. They are— its effect on values,’ materialism
and lifestyles; it encourages sale of inferior and dubious products, it confuses rather than helps;
some advertisements are in ‘bad taste’; and the advertising costs are passed on to the consumer.
12. What is the concept of Personal Selling?

HA

N

Ans. Concept of Personal Selling Personal Selling involves oral presentation of message in the form
of conversation with one or more prospective customers for the purpose of making sales. Under
personal selling, companies appoint: sales persons, who contact with prospective buyers to create
product awareness and preferences with the aim of making sales.

AS

13. What is Branding?

PR

AK

Ans. Branding : Brand means a name, term, symbol, title, design colour scheme or any distinctive
feature or combination of one or more of above used to represent, identify and/or differentiate
a product from similar products or products of competitors in market. Brand is used as a
hallmark to pin-point a product. It also represents goodwill and dependability of a product
in relation to its producer. Branding is also known as a process of stamping a product with
an identity.
14. What is labelling? Islabelling helpful to customers?

OT

HE

RS

Ans. Labelling : Label may be explained as an informative part of packaging which contains details of
product, its manufacturer, time and batch of manufacture, price and taxes if any. Label is normally
affixed to specify the important features of a product. These days attractive labels are used to
identify, attract and inform the customers. Usual forms of labelling are stickers on container,
printing on container, attaching a tag with container or engraving or embossing on the product
itself. For example, on products for daily use like soap we find a sticker on the container. For
vegetable oils and ghee, labels are printed on the container itself. In case of vehicles, label is
engraved on the body of vehicle in the form of chassis number.
15. What is packaging?
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L
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Ans. Once the decision is taken on the brand, we have to consider the design, the make-up of the
package and labelling of the package. Packaging may be defined as the general group of activities
in the planning of a product. These activities concentrate on formulating a design of the packaging
and producing an appropriate and attractive container and wrapper for a product. The container
itself can act as a forceful though silent and colourful salesman at the point of purchase or an
effective medium of advertisement, encouraging impulse buying. Many a time, package design
itself can act as a registered brand.

O

Packaging is defined as a set of tasks or activities, which is concerned with the design and
production of an appropriate container for the product.

G

16. What is the importance or advantages of packaging?

Ans. Importance of Packaging/Adranteges of Packaging (any two):
(i) Rising standards of health and sanitation have made people prefer packaged products.
(ii) Increase in self service outlets makes packaged products attractive and self promoting.
(iii) Innovational opportunity has expanded the scope of marketing.
(iv) Product differentiation on the basis of colour, size, material of the package.
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17. What are the various levels of Packaging?

N

Ans. Levels of Packaging : There are three levels of packaging which are as follows (any two):
(i) Primary packaging : It is the immediate container of the product, e.g. toothpaste tube,
shampoo bottle, etc.
(ii) Secondary packaging : It is the additional layer of protection, e.g. cardboard box for a
toothpaste tube.
(iii) transportation packaging : It refers to further packaging which is necessary to protect the
products in the process of transportation and storage, e.g. corrugated box containing 2,000
units of toothpaste.

HA

18. Write two functions of labelling.
Ans. Following are the main functions of labelling (any two):

AS

(i) Identification : The label helps the customers to identify the product from the various types
available.

AK

(ii) Promotion : Attractive and colourral labels excite the customer and induce him to buy the
product. Specially in consumer goods attractive labels increase sales volume.
(iii) Help in grading : With the help of a label, a product can be graded in different categories,
for example Tata Premium, Tata Gold, Tata Agni etc.

PR

19. Are lables helpful to consuners?

Packaging

Packing refers to covering and It is a process of designing and
wrapping of products to protect producing appropriate packages for
them from spoilage, leakage, products.
breakage, etc., during transportation
or storage.

BR

(i) Meaning

Packing

OT

Points of difference

HE

RS

Ans. Lables are helpful to the customers to some extent. Labels on food products, drugs, dangerous
products, textile products contain factual information on which consumers can rely. Misleading
labels will invite prosecution and penality. However, label in general is not a very reliable guide
to quality or an assurance of uniformity. The printing of labels costs a little. But the superlatives
given on the labels cost nomine.
20. Distinguish between packing and packaging.
Ans. Difference between packing and packaging (any two):

YA

L

(ii) Purpose

G

O

(iii) Salesman

To protect the goods from spoilage, Its purpose is to determine the
leakage, breakage during the convenient size or lots in which
transportation and storage.
the product is to be put in market.
It does not act as salesman as it does It acts as silent salesman as it
not provide any useful information. provides useful information to
consumer.

21. Explain place and place-mix.
OR

Explain in brief the meaning of physical distribution.
Ans. Place/Physical Distribution : Place refers to the set of decisions that need to be taken in order
to make the product available. If the products are not made available to the customers at the right
place at the right time then customer would not be able to buy them. Place element is a process
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by which the goods are transferred from the place of production to the place of consumption.

Costs

Product Demand

Pricing Objectives

Competition

Marketing Mix

Legal Restraints

HA

External factors

AS

Internal factors

N

Place mix refers to important related to physical distribution of goods and services. These decisions
are deciding the channel of distribution, market for distribution etc.
22. Name the factors affecting price of product.
Factors Affecting Price of a Product
Ans.

PR

AK

23. What are the Merits/Advantages of Branding?
Ans. Advantages of Branding (any two):
(i) It helps in product differentiation and identification.
(ii) It saves advertising costs if the brand name becomes popular.
(iii) It facilitates easy introduction of a new product.
(iv) It gives quality assurance to customers and creates a loyal set of consumers.
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24. What are the merits/importance of Labelling?
Ans. Label is also of great importance in marketing a product. Label provides all the important
information to the consumers about the product and producer. The information, generally provided
by a label are name of producer, name of product, qualities of product, quantity of product, date
of production, batch number, lot number, expiry date and important instructions for the use of
product, etc. In fact, it is a part of packaging, labelling can be done through a separate chit on
product.
25. What is advertising? What are its main features?

BR

Ans. Advertising : It is an impersonal form of communication, which is paid for by the marketers
(sponsors) to promote some goods or services. Most common modes of advertising are newspaper,
television and radio.

YA

L

Features of Advertising (any two):
(i) Paid Form : The advertiser has to pay for advertising.
(ii) Impersonality : There is no face-to-face contact between customer and advertiser It creates
a monologue and not a dialogue,
(iii) Sponsor: Advertisement is given by an identified company or firm or an individual.

O

26. Advertisment is a social waste. How?

G

Ans. It is a social waste because of the following reasons (any two);
(i) Advertisements confuse the consumers and lure them to purchase those goods which have no
utility for them.
(ii) Advertisements mislead the consumers as they contain false and provoking information.
(iii) Advertisements increase the cost of production which is ultimately borne by consumers.
(iv) Advertising spoils the natural resources and beautification of cities.
(v) Some ads decline the moral value of society.
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27. What is meant by Sales Promotion?
Ans. Sales promotion means short-term incentives which are used to encourage the buyers to make
immediate purchase of a product or service. Sales promotion is usually undertaken to supplement
advertising and personal selling.

N

there are three types of sales promotion efforts :
(i) those directed to customers e.g., free samples.
(ii) those directed to middlemen e.g., dealer contests.
(iii) those directed to sales persons e.g., bonus.

AS

PR

29. Write two features of personal selling.

AK

Ans. Objectives of Sales Promotion (any two):
(i) To introduce new product;
(ii) To stimulate demand;
(iii) To attract new customers;
(iv) To increase sales during stock period;
(v) To provide knowledge about products; and
(vi) To encounter competitor’s sales promotion campaign.

HA

28. What are the Objectives of Sales Promotion?

OT
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Ans. Features of Personal Selling (any two):
(i) Personal Interaction: Both seller and buyer interact personally on one to one basis.
(ii) Better Response: Personal selling helps in eliciting better response from the buyer. It makes
the buyer feel under some obligation to listen and pay attention to the seller.
(iii) two-Way communication: The seller of the product being present, the buyer has the
opportunity of clarifying his doubts and making queries which are answered to his satisfaction
promptly. Hence unlike advertising, where there is monologue, in personal selling, there is
dialogue.

BR

SectIOn c

A. Long Answer Type Questions

[4 Marks]

L

1. Distinguish between selling concept and marketing concept of Marketing.
Ans. Difference between selling concept and marketing concept :

YA

Basis

Selling concept

Marketing concept

Factory

Market

(ii) Main focus

Existing product

Customer needs

(iii) Means

Selling and promoting

Integrated marketing

(iv) Ends

Profit through sales volume

Profit through customer satisfaction.

G

O

(i) Starting point

2. What is Brand, Brand Name, Brand Mark and Trademark?
Ans. (i) Brand : This is a name, term, sign, symbol, design or some combination of them used to
differentiate the products (goods or services) of one seller from the other seller.
(ii) Brand name : The part of brand which can be spoken, e.g. Maggi, Rin, etc.
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(iii) Brand Mark : The part of a brand which is visible in the form of a symbol, design, colour,
scheme, etc but not utterable, e.g. girl on Amul packets, arrow sign of Nike, etc.
(iv) trade Mark : A brand or part of brand which is registered to give it a legal protection, e.g.
sign of Mercedes.
3. What are the merits of Branding?
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Ans. Advantages/Merits of Branding :
(i) Helps in Product differentiation : With branding, a marketer can differentiate his products
from the competitors’ products.
(ii) Helps in Advertising : With the brand name advertising becomes more effective as it not
only makes people aware about the features of a product but also about the brand which can
provide these benefits.
(iii) Differential Pricing : With established brand name, the firm can easily change high price
for its product as compared to competitorrs’ products.
(iv) easy Introduction of new Product : For the companies which use their company’s name
as brand name, it becomes very easy to popularise the new products they are planning to
introduce.
4. Explain the major activities involved in the physical distribution of products.
Ans. Major activities involved in physical distribution of products are as follows :
(i) Order processing : A good physical distribution system ensures an accurate and speedy
processing of order. Acknowledgment of the order, recording it in books, despatch of goods,
billing, etc. are the main activities involved in order processing.
(ii) Warehousing : Warehousing means storing goods until these are sold to final users. Need
for warehousing arises due to time gap between the production and consumption of goods.
(iii) transportation : Transportation is the means of carrying goods from manufacturers to
consumers. It is one of the major elements of physical distribution. The time and cost involved
in transportation and safety of goods in transit are important for both business firms and
consumers.
(iv) Inventory control : An important decision in physical distribution is the level of inventory.
High level of inventory ensures better service to customers but increases the cost of carrying. A
balance has to be maintained between the two. The level of inventory depends upon estimated
demand, sales forecasts, degree of customer service, desired cost of inventory, time involved
in replenishment of inventory, etc.
5. Explain the following : (1) Promotion, and (2) Promotion Mix.
Ans. (i) Promotion : Promotion is an exercise to provide information, persuading and influencing the
consumers. It is basically a communication process. It is a vital element of marketing because
it brings the product and its price to the knowledge of the customers.
(ii) Promotion Mix : Promotion Mix refers to the combination of various tools of promotion
by a marketer to maintain and increase demand for his product. The tools of promotion are
advertising, sales promotion, personal selling, and publicity.
Promotion Mix
1. Advertising
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2. Sales Promotion

3. Personal Selling

4. Publicity
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6. What are the elements of Promotion Mix?
Ans. elements of Promotion Mix :
(i) Advertising : It involves dissemination of information about a product or service to target
customers through newspapers, magazines, radio, T.V., outdoor displays, etc. Advertisement
is a paid form of communication with the public.
(ii) Sales Promotion : Activities other than mentioned above to promote a product are known
as sales promotion activities. These include samples, coupons, contests, price-off offers, etc.
which can stimulate immediate sale.
(iii) Personal Selling : It implies a face-to-face contact between a seller and a buyer. Most business
concerns employ salesmen or sales girls to sell their products through personal selling. The
salesperson can show the product to the prospective customer, explain its features and persuade
him to buy it.
(iv) Publicity : It involves the mention of a company and its products in newspapers, trade
publications, radio and TV. The company does not pay for the service. It also does not
have any control over the length and type of message conveyed. Generally, new products,
services or ideas are reported in the mass media as a news item. Thus, the role of publicity
in promotion is limited.
These days, public relations is also used as a tool of promotion mix. Public relations involves
various programmes for the promotion and protection of company’s image in the eyes of
public.

HE

Ans. Objectives of Advertising : The basic objective of advertising is to sell. The intention may be
to generate sale immediately or at sometime in the future. Within this broad goal, any advertising
programme puts before it the following specific objectives :

OT

(i) to Improve Dealer Relations : Through advertisement names and addresses of dealers/
retailers who carry the produce of the sponsor can be given.

BR

(ii) to Support Personal Selling : With the help of advertising need of personal calls by salesmen
may be reduced. It may also help the firm to maintain contact with the customers between
the calls of the salesman.
(iii) to Increase the use of product : An advertising compaign may aim at increasing the
frequency of replacement to increase the units of purchase.

YA

L

(iv) to each people inaccessible to Salesman : Certain geographical areas and certain groups of
customers may be out of easy access to the salesman. Message of the product can be carried
to such areas and customers with the help of advertisements.
(v) To build brand preference by making it more difficult for middlemen to sell substitutes.

G

O

8. Distinguish between Advertising and Publicity.
Ans. Distinction between Advertising and Publicity :
Basis of Distinction

Advertising

Publicity

(i) Payment

Paid form of communication

Unpaid form of communication

(ii) Credibility

Low

High

(iii) Sponsor

Done by an identified sponsor

No identified sponsor

(iv) Control

In the hands of the advertiser

In the hands of the media
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9. Describe the features of personal selling.
Ans. Features of Personal Selling :
(i) Face-to-Face contact : Personal selling involves face-to-face contact with the customer. The
seller and the buyer come close to understand each other’s view point.
(ii) Better Response : When a seller is able to give full information about the product, then there
is a response from the buyer also. When buyer’s queries are satisfied then there are chances
of positive, response.

HA

N

(iii) two-way communication : It involves two-way communication. The seller gives the view
point of the product and the buyer has a chance to make queries. In some products the sales
is generally possible with mutual interaction only.
(iv) Oral : Personal selling makes use of spoken words or oral message. It is definitely not in writing.

AS

10. What is marketing-mix? What elements are included in it?

Ans. Marketing Mix : It refers to the set of marketing tools that a firm uses to pursue its objectives
in a target market.

HE

RS

PR

AK

elements of Marketing Mix :
(i) Product : It means goods or services or ‘anything of value’ which is offered to the market
for sale
(ii) Price : It is the amount of money which the customers have to pay to obtain the product.
(iii) Promotion : It refers to all such activities which intend to inform customers about the products
and persuade them to purchase these products.
(iv) Place or Physical distribution : It includes all the activities that make firms’ products available
to the target customers. Place mix refers to all decisions related to physical distribution of
goods and services.

OT

11. Distinguish between Brand and Trademark.
Ans. Difference between Brand and trademark (any four):
Basis of difference

L

(ii) Copy

Name, term, symbol or design is not Name, term, symbol or design is
registered under the law.
registered under the law.
Other competitors can copy the brand Other competitors cannot copy the
and no legal action against them can trademark, otherwise legal action
be taken.
can be taken against them.
Its scope is limited.

Its scope is wider.

(iv) All brands are
not trademark

All brands are not trademark.

All trademarks are brands.

(v) Use

Brand can be used by several One trademark can be used by only
manufacturers or sellers.
one manufacturer or 'seller.

YA

(iii) Scope

O
G

trademark

BR

(i) Registration

Brand

12. What are the essentials of a Good Packaging?
Ans. essentials of a Good Packaging (any four):
A good packaging should have the following features :
(i) convenience : Packaging should be quite convenient In handling and using.
(ii) Protective and Safe : Packaging should always be safe and protective.
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(iii) Special Identity : A package should be such as to establish its own identity which suits to
the product and to user’s expectations.
(iv) Aesthetic : The design, neatness and appearance of packaging should give aesthetic satisfaction
to the customer. It should be such as to attract immediate attention.
(v) Creating Customer’s Confidence : Packaging should create and win the confidence of
customer by disclosing a true story of the goods.
(vi) economical : A package should have repack and resale valuec. It should be economical
keeping in view the value of product.
13. Explain the factors determining choice of channels of distribution.
Or
Explain, in brief, any four factors on which the choice of channels of distribution depend.
Ans. A manufacturer should keep into consideration the following factors while selecting a channel of
distribution (any four):
(i) considerations Related to Product: When a manufacturer selects some channel of distribution
he/she should take care of such factors which are related to the quality and nature of the
product. They are as follows :
(a) Unit Value of the Product : When the product is very costly it is best to use small
distribution channel. For example, Industrial Machinery or Gold Ornaments are very costly
products that’s why for their distribution small distribution channel is used. On the other
hand, for less costly products long distribution channel is used.
(b) Perishability : A manufacturer should choose minimum/no middlemen as channel of
distribution for such an item or product which is of highly perishable nature. On the
contrary, a long distribution channel can be selected for durable goods.
(ii) considerations Related to Market: Market considerations are given below :
(a) number of Buyers : If the number of buyers is large then it is better to take the services
of middlemen for the distribution of the goods. On the contrary, the distribution should
be done by the manufacturer directly if the number of buyers are less.
(b) types of Buyers: Buyers can be of two types : General Buyers and Industrial Buyers.
If the more buyers of the product belong to general category then there can be more
middlemen. But in case of industrial buyers there can be less middlemen.
(iii) considerations Related to Manufacturer/company : Considerations related to manufacturer
are given below :
(a) Desire to control the channel of Distribution : Manufacturer ambition to control the
channel of distribution affects its selection. Consumers should be approached directly by
such type of manufacturer. For example, electronic goods sector with a motive to control
the service levels provided to the customers at the point of sale are resorting to company
owned retail counters.
(b) Financial Strength : A company which has strong financial base can evolve its own channels.
On the other hand, financial weak companies would have to depend upon middlemen.
14. What are the factors affecting determination of the price of a product or service?
Or
Explain the important factors to be considered in the pricing decision.
Or
What factors are considered for fixing the price of a product under maketing management?
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Ans. Some of the important factors affecting price determination are as follows (any four):
(i) cost of the product : The cost sets the minimum level or the floor price at which the
product may be sold. This includes the cost of producing, distributing and selling the product.
Generally, business firms add a margin of profit to the cost to set the price.
(ii) Degree of competition : A firm must consider the extent of competition in the market before
fixing the price of a product. Under conditions of intense competition, the price tends to be
set at a lower level.
(iii) Marketing methods : Various other elements of marketing mix such as product quality, type
of packaging, distribution system and promotion methods influence the price of a product.
For example, a firm is likely to charge a higher price if its product is unique or it provides
free home delivery and credit to buyers.
(iv) Demand and the utility : These factors set an upper limit of price which/buyers would be
willing to pay. When the demand for a product is inelastic, the firm can fix a higher price.
(v) Pricing objectives : If a firm decides to maximize profits in the short run, it is likely to
charge maximum price for its products. On the other hand, it would set a low price if its
objective is to capture a large market share and earn more profits in the long-run.
(vi) Government and Legal Regulations : All business firms have to observe regulations and
laws concerning price. Government may regulate the price of a product in public interest.
15. Distinguish between Services and Product.
Ans. Distinction between Services and Product (any four):
Services

RS

Basis

Intangible. Cannot often be physically
possessed.
(ii) Inventory
Unused capacity cannot be stored.
(iii) Ownership
Ownership is not transferred to the
buyer.
(iv) Production
Performed, not produced.
(v) Inseparability
Inseparable from the service provider.
(vi) Perishability
Usually perishable.
(vii) Demand
Supply cannot be adjusted easily to
Adjustment
demand.
(viii) Inconsistency It is difficult to standardise and
patent quality of a service.
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(i) Intangibility

Product
Tangible.
Can
be
physically
possessed.
can be stored for use in future.
Ownership is transferred to the
buyer.
Produced.
Can be separated from the producer.
Often non-perishable.
Supply can be adjusted to suit
demand.
Quality of a product can be easily
standardised and patented.

16. Explain in brief major types of channels of distribution.

Ans. The major types of channels are :

G

O

(i) Direct Channel, and (ii) Indirect Channels.
(i) Direct channel (Zero Level) : In this type of channel, the manufacturer diretly makes
goods available to consumers without involving any intermediary. Door to door selling
(e.g., Eureka Forbes), mail overselling, manufacture’s retail outlets (e.g., Bata) and internet
selling are examples of direct selling. It is the most simple and the shortest channel of
distribution.
(ii) Indirect channels : In indirect channels one or more intermediary is employed to move goods
from the point of production to the points of consumption. Indirect channels are as follows:
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(a) Manufacturer-retailer-consumer (one level channel) : In this type of channel goods
pass from the manufacturer to the retailers who in turn sell them to the final user. Most
car manufactures sell their cars through company approved retailers. This channel enables
the manufacturer to cover wide market area and at the same time to retain control over
the channel.
(b) Manufacturer-wholesaler-retailer-consumer (two level channel) : This is the most
popular distribution network for most consumer products like soaps, oils, clothes, sugar,
rice, pulses, etc. Two intermediaries – wholesaler and retailer are used here. This channel
enables the manufacturer to cover a larger market area.
(c) Manufacturer-agent-wholesaler-retailer-consumer : In this channel a manufacturer
appoints his own selling agent in addition to wholesalers and retailers. This channel
is used when the manufacturer has limited product since and yet want’to cover a wide
market area.
17. Give meaning and features of publicity.
Ans. Meaning : Publicity is used in marketing activities. It gives information to public regarding
goods and services. It is similar to advertising, in the sense that it is a non-personal form of
communication. However, as against advertising it is a non-paid form of communication.
example : If a manufacturer develops a car engine which runs on water instead of people and
this news is covered by television or radio or newspapers, it would be termed as publicity because
the engine manufacturer would get benefit from it without bearning any cost.
Features of Publicity (any three):
(i) Publicity is an unpaid form of communication. It does not involve any cost.
(ii) It is non-personal as publicity media and consumer does not come into personal contract.
(iii) There is not identified sponsor for the communication as the message goes as a news item.
(iv) It is not controlled by the company.
(v) It is generally not repeated.

OT

18. Distinguish between Advertising and Sales Promotion.
Or
Advertising vs Sales Promotion Compare.

BR

Ans. Distinction between Advertising and Sales Promotion (any four):
Basis of difference

L

(i) Objective

Advertising

Sales Promotion

It aims to attract customers towards It aims to convince customers to
a particular brand.
actually purchase the product.
TV, Newspaper, Magazines, etc.

(iii) Usefulness

It is useful in creating demand and It is useful in increasing immediate
goodwill.
sales.

O

YA

(ii) Media

Rebates; Free Samples, contests, etc.

It is recurring in nature.

It is non-recurring in nature.

(v) Time

It has long-term perspective.

It has short-term perspective.

G

(iv) Regularity

19. What are the Qualities of a Good Salesman?
Ans. Qualities of a Good Salesperson or Salesman
(i) Physical qualities, like : Good looking, healthy.
(ii) communication skills : He should be pleasing, polite and courteous. Good oratory skills
should be there, he/she should also be a good listener.
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Basis

Advertising

Personal Selling

Impersonal communication.

(iii)

Objective

It aims to create demand for the It aims to immediately affect the
product.
decision to purchase.

(iv)

Uniformity of
message

It transmits uniform messages to all Message is not uniform and has to
customers.
be adjusted as per customer.

(v)

Cost

(vi)

Reach

Cost per person reached is very low. Cost per person reached is quite
high.
It reaches large number of people.
It reaches limited people.

PR

AK

It is inflexible as message can't be It is highly flexible as message can
adjusted.
be adjusted.

It covers market in short time.

HE

(vii) Time

Personal form of communication.

AS

(ii)

Kind of
Communication
Flexibility

RS

(i)

HA

N

(iii) Psychological qualities : He should be sweet natured, possess good behaviour, should be
mentally healthy, intelligent and creative.
(iv) Honesty : He should not give false and misleading information about the product.
(v) technical quality : He should be fully conversant with technical knowledge of the product.
(vi) Persistent : He should be patient and confident.
(vii) capacity to inspire trust : Salesperson should try to understand the needs of the customers
and try to match them.
20. Distinguish between Advertising and Personal Selling.
Ans. Difference between Advertising and Personal Selling (any four):

OT

B. Case Study Based Questions

It needs lot of time to cover the
entire market.

[4 Marks]

L

BR

1. After acquiring the necessary knowledge and skills on starting an Aloevera Farm, Ashok wanted
to be the leading manufacturer of Aloevera products Worldwide. He observed that the products
were expensive as the demand of the products was more than the supply. He was also keen to
promote the methods and practices that were economically viable, environmentally sound and at
the same time protecting public health.
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Ashok’s main consideration was about the amount of money paid by the consumers in consideration
of the purchase of Aloevera products. He also thought that competitors prices and their anticipated
reactions must also be considered for this. After gathering and analyzing information and doing
correct marketing planning, he came to know that the consumers compare the value of a product
to the value of money they are required to pay. The consumers will be ready to buy a product
when they perceived that the value of the product is at least equal to the value of money which
they would pay.
Since he was entering into a new market, he felt that he may not be able to cover all costs. He
knew that in the long run the business will not be able to survive unless all costs are covered in
addition to a minimum profit.
He examined the quality and features of the products of the competitors and the anticipated
reactions of the consumers. Considering the same he decided to add some unique features to the
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The above case related to a concept which is considered to be an effective competitive marketing
weapon. In conditions of perfect competition most of the firms compete with each other on this
concept in the marketing of goods and services.
(i) Identify the concept.
(ii) Explain briefly any four factors discussed in the above case related to the concept so identified.
Ans. (i) Price/Pricing
(ii) Factors discussed in the above case are :
(a) Product Cost
(b) Utility and Demand
(c) Extent of competition
(d) Marketing methods used

G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

2. A company was marketing water purifier which were very popular due to their quality and
after sales services provided to the customers. The company was a leading company in the
market and earning huge profits. Because of huge profits the company ignored the after sales
services. As a result its relations with the customers got spoiled and the image of the company
was damaged in the public. Top management became concerned when the profits for the
current quarter fell steeply. On analysis it was revealed that ignoring the after sales services
was its reason. Therefore the company took all possible measures to protect and promote its
favourable image in the eyes of the public. As a result the goodwill of the company improved
in the society.
(i) Name and state the communication tool used by the marketer in the above case to improve
its image.
(ii) Also, explain role of the tool as identified in part (i)
Ans. (i) The communication tool used by the marketer in the above case to improve its image is Public
Relation. Public Relation is a continuous activity and is meant for creating and managing,
better relations with the public,
(ii) Role of Public Relation:
(i) Press Relation
(ii) Product Publicity
(iii) Image Building
(iv) Building credibility.
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Consumer Protection

HA

“Consumer protection refers to the act of providing adequate protection to consumers’ against the
unscrupulous exploitative and unfair trade practices of manufacturers and service providers.”
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Consumer protection means that consumers’ rights as to information, quality, quantity product
specification, after service, guarantee and warranty are not infringed.
A consumer needs to be protected from the consumption of unsafe products such as adulterated
eatables, spurious medicines etc.
A consumer has rights both towards goods and redressal of his grievances.
A business can protect consumers by adopting fair and just business practices.
Consumers can protect themselves by becoming conscious of their rights and demanding full worth
of the money spent by them.
Under Consumer Protection Act, there is Central Consumer Protection Council and State Consumer
Protection Council for protecting the interests of consumers.
Redressal Means are District Commissions, State Commission National Commission and Supreme
Court.
Each District Commission or District consumer Dispute Redressal Commission consist of
(a) president, and (b) not less than two and move than such number of members as may be
prescribed in consultation with the central government.
The Consumer Protection Bill 2019 was introduced in Lok Sabha on July 8, 2019.
The New Consumers protection Act, 2019 come into force on 20th July, 2020.
Consumer Protection Act, 2019 has the provision of the establishment of Consumer Disputes Redressal
Commission (CDRCs) at the National, State and District level to entertain consumer complaints.

BR

�
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SUMMARY

Question Bank

O

SectIOn A

G

A. Multiple Choice Questions

[1 Mark]

Choose the correct option for each of the following questions :
1. Consumer Protection Act was passed :
(a) in 1786
(b) in 1886
(c) in 1986
(d) in 2019.
2. Consumer Protection Act is effective in India with effect from :
(a) 15th April, 1986
(b) 15th April, 1987
(c) 15th April, 1988 (d) 20th July, 2020.
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3. The disputes come under Consumer Protection Act are :
(a) disputes as to the sale of shares by company
(b) disputes of penal nature
(c) disputes as to sale of defective goods by the seller
(d) service disputes.
4. Under the Consumer Protection Act, complainant means :
(a) consumer
(b) state government
(c) central government
(d) all of these
5. Consumer dispute settlement agencies are :
(a) District Forum
(b) State Commission
(c) National Commission
(d) all of these
6. National Commission can settle disputes :
(a) upto ` 5 lakh
(b) upto ` 10 lakh
(c) upto ` 20 lakh
(d) above ` 10 crore.
7. State Commission can settle disputes :
(a) upto ` 5 lakh
(b) upto ` 10 crore
(c) upto ` 1 crore
(d) above ` 20 lakh.
8. District Commission can settle disputes :
(a) upto ` 20 lakh
(b) upto ` 1 crore
(c) upto ` 15 lakh
(d) above ` 20 lakh.
9. The quality certification required for agricultural products is :
(a) AGMARK
(b) FPO
(c) HALLMARK
(d) ISI.
10. Name the Act which prevents the use of fraudulent mark on products :
(a) The Prevention of Food Adulteration Act, 1954
(b) The Trade Mark Act, 1999
(c) The Bureau of Indian Standards Act, 1986
(d) The Competition Act, 2002.
11. Adulteration is an unfair trade practice related to :
(a) Black marketing
(b) Hoarding
(c) Unsafe food items
(d) Defective production.
12. “Many business firms have set up their own consumer services and grievance cells.” Which right
is being highlighted in the given statement?
(a) Rights to consumer education
(b) Right to be informed
(c) Rights to seek redressal
(d) Right to be heard.
13. A complaint can be made to the State Commission if the claim value is :
(a) More than ` 20 lakh
(b) Less than ` 20 lakh
(c) upto ` 10 crore
(d) More than ` 1 crore.
14. A complaint can be made to the District Commission when the claim value is :
(a) More than ` 20 lakh
(b) upto ` 1 crore
(c) More than ` 20 lakh but less than ` 1 crore (d) More than ` 1 crore.
15. Right to Seek Redressal allows a customer to :
(a) File a complaint against defective goods or deficient services
(b) Seek for relief against defective goods or deficient services
(c) Seek help from consumer organisation
(d) All the above.
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2. (d)
12. (d)

3. (c)
13. (c)

4. (d)
14. (b)

5. (d)
15. (b)

6. (d)
16. (b)
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1. (d)
11. (c)
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B. Very Short Answer Type Questions
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16. Which Act formulates quality standards for goods and certify them through BIS certification scheme?
(a) The Contract Act, 1982
(b) The Bureau of Indian Standards Act, 1986
(c) The Sale of Goods Act, 1930
(d) The Competition Act, 2002.
17. Name the right, which requires manufacturer to provide information like ingredients, date of
manufacture, price, quantity, direction for use etc. on the product :
(a) Right to safety
(b) Right to be informed
(c) Right to choose
(d) Right to consumer education.
18. “Consumer has a right to acquire knowledge.” Identify the right :
(a) Right to be informed
(b) Right to choose
(c) Right to consumer education
(d) Right to seek redressal.
19. A consumer has a right to file a complaint in case of dissatisfaction. Identify the right of the
consumer :
(a) Right to be heard
(b) Right to seek redressal
(c) Right to consumer education
(d) Right to choose.
20. A complaint can be made to the National Commission. When the claim value is :
(a) More than ` 20 lakh
(b) Less than ` 20 lakh
(c) More than ` 20 lakh but les than ` 1 crore
(d) More than ` 10 crore.
7. (b)
17. (b)

8. (b)
18. (c)

9. (a)
19. (b)

10. (b)
20. (d)

[1 Mark]
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1. What is meant by ‘Right to Healthy Environment’ to the consumer?
Ans. Citizens should be provided with suitable environment where people can work fearlessly without
any exploitation.
2. What was the objective to enact and implement Consumer’ Protection Act, in the year 2019?
Ans. The main purpose of implementing this Act was to provide protection to consumers against the
unfair trade practices adopted by the manufacture and traders.
3. Who can lodge a complaint under the Consumers Protection Act?
Ans. Under the Consumers Protection Act, a consumer or a recognised consumer forum or co-operative
and the State and Central Government can file the complaint.
4. Under the Consumer Protection Act which type of suits can be filed in the Supreme Court?
Ans. If a party to the dispute is not satisfied with the verdict of National Commission then it can file
an appeal in the Supreme Court.
5. Under the Consumers’ Protection Act, consumers have been divided into which two groups?
Ans. Under the Consumers’ Protection Act, consumers have been divided into following two groups :
(i) Consumer of Goods, (ii) Consumer of services.
6. Which consumer right grants freedom to a business firm to start its own consumer service centre
and to establish its own department for settling consumer complaints?
Ans. Right to be heard.
7. What do you mean by unfair trade practices?
Ans. By unfair trade practices we mean such type of business dealings which involve unfair and deceitful
means for promoting sales, supply, use and consumption of a product or service.
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8. What do you mean by ‘Right to Information’ of a consumer?
Ans. By Right to Information we mean that a consumer should be provided with all those details about
the product or services on basis of which he may decide about making a purchase.
9. What is the meaning of right to be heard for a consumer?
Ans. Under the right to be heard a consumer can file a complaint against all those things which adversely
affect his interests.
10. Establishment of Consumer Service Centre or Service Department is an example of which right
of the consumer?
Ans. Right to be heard.
11. Is the Consumer Protection Act a protective cover against exploitation of consumers?
Ans. Yes, Consumer’s Protection Act provides protection to consumers against exploitation.
12. Who can file a complaint on behalf of a deceased consumer?
Ans. The legal heir or representative of the deceased consumer can file a complaint.
13. Can a consumer file a complaint in consumer court without having a cash memo?
Ans. No, because cash memo is the proof of purchase.
14. Against whom a complaint can be filed under the Consumer Protection Act?
Ans. The complaint may be filed against the manufacturer or the person/firm/organisation who provides
the services.
15. Who is the king in a free market economy?
Ans. Customer is the king in a free market economy.
16. Can a consumer file a complaint in consumer court without having the cash memo?
Ans. No, without cash memo he cannot file the complaint because cash memo is the proof of transaction.
17. Which consumer right gives the business firm freedom to set up their own consumer services and
grievance cell?
Ans. Right to be heard.
18. What can serve as a proof of purchase made for filling a complaint against defective goods?
Ans. Cash memo.
19. What are the two aspects of consumer protection?
Ans. Educating consumers about their rights and responsibilities also helping them in getting grievances
redressed.
20. What is the time limit for settlement of consumer’s complaint under Consumer Protection Act?
Ans. Under normal conditions the time limit for settlement of consumer’s complaint is three months.
In case special circumstances when certain tests are required it is five months.
C. Answer in True or False

Consumers are granted five rights under the Consumer Protection Act.
District Forum can hear complaints for value of upto 1 crore.
No appeal can be made against an order of National Commission.
Consumers have no responsibilities.
Self regulation by businessmen, consumer self-help, consumer associations and government control
are the means of consumer protection.
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O

1.
2.
3.
4.
5.

[1 Mark]

ANSWERS
1. False

2. True

3. False

4. False
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1. Assertion: Three-tier redressal agencies are available under Consumer Protection Act.
Reason: Consumer Protection Act, 2019 is an important legislation of the government to provide
protection to the affected consumer.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
2. Assertion: Main object of consumer protection is to prevent customer from fraud.
Reason: Consumer protection educates consumers also.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
3. Assertion: To protect the consumers against the unfair practices of the producers and sellers is
called consumer protection..
Reason: Protection of the economic interest of the consumer is consumer protection.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
Ans: 1. (b)
2. (d)
3. (c)
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Short Answer Type Questions

[2 Marks]
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1. What do you mean by Consumer Protection?
Ans. Meaning of consumer Protection : Consumer protection is a very wide term. It includes providing
information to the consumers about their rights and responsibilities and helps in getting their
grievances redressed. Consumer is treated as a king in the market, therefore, producers have to
produce goods as per their need and want.
2. What is Consumer Protection Act, 2019?
Ans. the consumer Protection Act, 2019
The new Consumer Protection Act, 2019 came into force on 20th July 2020 and it will empower
consumers and help them in protecting their rights through its various notified rules and provisions.
The new act will be swift and less time consuming compared to the older Consumer Protection
Act, 1986 in which single-point access to justice was given making it a time-consuming exercise.
3. Who is a consumer as per Consumer Protection Act, 2019?
Ans. As per the Act, a person is called a consumer who avails the services and buys any goods for
self-use. Worth to mention that if a person buys any good or avails any service for resale or
commercial purposes, he/she is not considered a consumer. This definition covers all types of
transactions i.e., offline and online through teleshopping, direct selling or multi-level marketing.
The new Act has widened the definition of ‘consumer’.
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4. What is the object of the Consumer Protection Act, 2019?
Ans. The main object of the Consumer Protection Act, 2019 is to protect effectively the interests of
consumers in India. It aims to provide a speedy and simple redressal to consumer grievances. It
provides effective safeguards to consumers against various types of exploitation and unfair trade
practices. The Act has created special consumer courts for enforcement of the rights of consumers.
It provides a convenient and inexpensive procedure for redressal of grievances of consumers.
The Act lays down time limits for the disposal of cases so as to provide a speedy redressal of
grievances.
5. Who can file a complaint in a consumer court, according to Consumer Protection Act?
Ans. A complaint in a consumer court can be filed by
(i) any consumer;
(ii) one or more consumer, on behalf of numerous consumers having the same interest;
(iii) any registered consumers’ association;
(iv) a legal heir of representative of deceased consumer; and
(v) the Central Government or any State Government.
6. What is Public Interest Litigation or PIL?
Ans. Public Interest Litigation (PIL) involves efforts to provide legal representation to unrepresented
groups and interests, i.e., legal support system is provided to the people belonging to weaker
section of the society.
7. Under what circumstances can a Public Interest Litigation be filed?
Ans. Public Interest Litigation (PIL) can be filed by any person in the interest of an individual or group
who or which is not in a position to seek legal remedy on his/their own. The PIL can be filed
under the following circumstances: for effective implementation of law;
8. What is three-tier judicial machinery available under the Consumer Protection Act, 2019?
Ans. The Consumer Protection Act has provided three-tier judicial machinery for redressing the
grievances of consumers are:
(i) District Forum: It deals in disputes up to ` 1 Crore;
(ii) State commission: It deals in disputes exceeds ` 1 crore and upto ` 10 crore, and
(iii) national commission: It deals in disputes exceeding ` 10 crore.
9. What is the Concept of Consumer Protection?
Ans. concept of consumer Protection : Due to ever growing competition and in an attempt to
maximise profits by selling more, some producers are involved in unfair trade practices, such as
supply of defective products, misleading advertising, etc. Therefore, there is a strong need for
consumer protection.
10. What are the aspects of Consumer Protection?
Ans. Aspects of consumer Protection : Three important aspects of consumer protection are :
(i) Physical Protection of the consumer : It includes the measures to protect consumers against
products that are unsafe or injurious to health and hygiene.
(ii) Protection of economic Interest of the consumer : It includes the measures to protect the
consumer against deceptive and other unfair trading practices and to provide him adequate
means to get his grievances redressed.
(iii) Protection of Public Interest : It includes the measures to prevent abuse of monopoly position
or restrictive practices.
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11. Write two need of consumer protection.
Ans. Need of consumer protection.
(i) consumer Sovereignty : The purpose of economic planning is allocate resources, as far as
possible, for the satisfaction of consumer needs. This leads directly to idea of ‘Consumer
Sovereignty’ [i.e., a consumer is a king (sovereign) in the economy.
(ii) Poverty and Illiteracy of Consumers : In India, incidence of poverty and level of illiteracy is
high. They cannot differentiate between the pure and adulterated product. They cannot read
the contents, date, price, quantity, etc. So they rely blindly on the information of the suppliers.
Therefore, poor and illiterate people are in greater need of protection.
12. Write a short note on Right to Safety/Protection.
Ans. The right to safety is important for safe and secure living. The right to safety means the right to
be protected against products, production-processes and services, which are hazardous to health
or life. Certain goods like electrical goods and pressure cookers can cause serious injury, if there
is any manufacturing defect in them. There is also a risk to life. Under the Consumer Protection
Act, consumers have the right to be protected against any such danger.
13. Write a short note on Right to be Informed/Right to Representation.
Ans. Consumers should have the right to be informed about the quality, quantity, purity standard and
price of goods and services so as to make the right decision and protect themselves against abusive
practices. Therefore, the manufacturer must mention complete information about the product, its
ingredients, date of manufacture, price, precaution of use etc. on the label and package of the product.
14. Write a short note on Right to Choice/Choose .
Ans. A variety of products are available in the market at competitive prices. The manufacturer or
trader must give the consumer a chance to choose from alternative products available. Hence the
consumer should always be given the right to choice.
15. Write a short note on Right to be Heard.
Ans. The consumer has a right to register his dissatisfaction and get his complaint heard at appropriate
Forums. All other rights are meaningless without the right to be heard. Therefore, grievances
and claims of consumers must be heard and considered. Most of the reputed firms have set up
consumer service calls to listen to the consumers’ complaints and take appropriate steps to redress
their grievances.
16. Write a short note on Right to seek redressal.
Ans. It means the right to get claims and complaints settled against manufacturers or sellers and receiving
compensation from them due to unfair trade practices and exploitation by them. The consumer has
been granted the right of redressal if the performance, quality etc. of a product is unsatisfactory.
The product must be repaired, replaced or taken back by the seller. The right to seek redressal
will reduce post purchase doubts and grievances of consumers. Govt. has set up District Forums,
State Commissions and National Commission for the redressal of consumer grievances.
17. Write a short note on Right to Consumer Education .
Ans. The right to consumer education means the right to acquire the knowledge and skills to be an
informed consumer. A consumer can be protected against frauds only when he knows that there is a
law dealing with such malpractices. He should be made aware of the rights and remedies available.
18. What are the key features of the Consumer Protection act, 2019?
Ans. Key Features of the consumer Protection Act 2019 include (any two):
(i) New Definition of Consumer : As per the Act, a person is called a consumer who avails the
services and buys goods for self use.
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(ii) Rights to consumers : Central Consumer Protection Authority (CCPA) Penalties for
Misleading advertisement Provisions for Alternate Dispute Resolution.
(iii) consumer Dispute Redressal commission : The Act has the provision of the establishment
of CDRSs at the national, state and District level to entertain consumer complaints.

N

E-filling of complaints.
(iv) Product liability and Penal Consequences
(v) Jurisdiction of CDRS.
(vi) The Central Consumer Protection Council (CCPC).

HA

19. Write a note regarding jurisdiction of Consumer Disputes Redressal Commission (CDRC’s).

AK

AS

Ans. Jurisdiction of cDRcs
(i) The district CDRC will entertain complaints where value of goods and service does not exceed
` 1 crore.
(ii) The state CDRC will entertain complaints where the value is more than ` 1 crore but does
not exceed ` 10 crore.
(iii) Complaints where the value of goods and services over ` 10 crore will be entertained by the
national CDRC.

PR

20. Write a note on E-filling of Complaints under Consumer Protection Act, 2019.
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Ans. e-Filing of complaints
(i) The new Act provides flexibility to the consumer to file complaints with the jurisdictional
consumer forum located at the place of residence or work of the consumer. This is unlike
the earlier condition where the consumer had to file a complaint at the place of purchase or
where the seller has its registered office address.
(ii) The new Act also contains enabling provision for consumers to file complaints electronically
and for hearing and/or examining parties through video-conferencing.
(iii) Consumers will also not need to hire a lawyer to represent their cases.
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A. Long Answer Type Questions
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1. What is the difference between Consumer Protection Act, 1986 and Consumer Protection Act,
2019?
Ans. In the Consumer Protection Act 2019, revised pecuniary limits have been fixed. Accordingly the
District Commission can now entertain complaints where the value of goods or services paid as
consideration does not exceed one crore rupees. The State Commission can entertain complaints
wherethe value of the goods or services paid as consideration, exceeds rupees one crore, but does
not exceed rupees ten crore, and the National Commission can entertain complaints where the
value of the goods or services paid as consideration exceeds rupees ten crore.
consumer Protection Act, 1986
consumer Protection Act, 2019
District Forum : Upto ` 20 lakhs
District commission : Upto ` 1 crore
State commission : More than ` 20 lakhs but State commission : More than ` 1 crore but
upto ` 1 crore
upto ` 10 crore
national commission : Above ` 1 crore
national commission : Above ` 10 crore
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2. What are the changes in the composition of Consumer Disputes Redressal Commission as per
Consumer Protection Act, 1986 and 2019?
Ans. Few changes in the composition of consumer Disputes Redressal commission as per
consumer Protection Act, 1986 and 2019.
District commission
(i) There are 647 District Commissions in India. The District Commission consists of a President
and two other members. They all are appointed in consultation with central Government.
(ii) In case the aggrieved party is not satisfied with the order of the District Commission, he/she
can appeal before the State Commission within 45 days of the passing of the order.
State commission
(i) There are 35 State Commissions in India. Each State Commission consists of a President and not
less than four other members. They are appointed in consultation with the central Government.
(ii) In case the aggrieved party is not satisfied with the order of the District Commission, he/she
can apeal before the State Commission within 45 days of the passing of the order.
3. Write a note on Consumer Disputes Redressal Commission.
Ans. consumer Disputes Redressal commission
(i) The Act has the provision of the establishment of Consumer Disputes Redressal Commissions
(CDRCs) at the national, state and district levels to entertain consumer complaints.
(ii) As per the notified Rules, the State Commissions will furnish information to the Central
Government on a quarterly basis on vacancies, disposal, the pendency of cases and other matters.
(iii) The CDRCs will entertain complaints related to :
(a) Overcharging or deceptive charging
(b) Unfair or restrictive trade practices
(c) Sale of hazardous goods and services which may be hazardous to life.
(d) Sale of defective goods or services.
(iv) Complaints against an unfair contract can be filed with only the state and National Appeals
from a district CDRC will be heard by the state CDRC. Appeals from the state CDRC will
be heard by the National CDRC. Final appeal will be heard by the Supreme Court of India.
(v) As per the Consumer Disputes Redressal Commission Rules them will be no fee for filing
cases up to ` 5 lakh.
4. What are the Rights of Consumer under Consumer Protection Act, 2019?

G

O

YA

L

Ans. The Consumer Protection Act provides the following rights to consumers (any four):
(i) Right to safety: It means that a consumer has a right to be protected against the marketing
of such goods and services that are harmful to life and health.
(ii) Right to be informed: A consumer has the right to get true and complete information about
the quality, quantity, price, contents, expiry date of the goods and services, which he intends
to buy.
(iii) Right to choose: Consumers have the freedom to choose products of their choice. This implies
that the marketers should offer a wide variety of products in terms of quality, brand, size, etc
to the consumers.
(iv) Right to be heard: The consumer has a right to file a complaint and to be heard in case
of dissatisfaction with a good or a service. It is because of this reason, many enlightened
business firms have set-up their own consumer service and grievance cells.
114

Goyal’s ISC Commerce Question Bank with MTP Class 12 for Semester-2 Examination

GOYAL
BROTHERS
PRAKASHAN

Learn @ ` 1 Per Day

(v) Right to seek redressal: This right assures justice to consumers against exploitation and
includes compensation for any loss or injury suffered by the consumers, replacement of goods
or repair of defects in the goods in order to provide satisfaction to consumers.
(vi) Right to consumer education: Consumer should have knowledge about the various rights
and reliefs provided by the legislations to protect their interest.
What are the Redressal Machinery and Remedies under the Consumer Protection Act, 2019?
Redressal Agencies under the Consumer Protection Act, 2019
District commission or District consumer Dispute Redressal commission
The state government shall form a district commission in each district of the state:
Each district commission shall consist of:
(i) a president; and
(ii) not less than two and more than such number of members as may be prescribed, in consultation
with the central Government.
The District Commission will entertain complaints where value of goods and service does not
exceed ` 1 crore.
Any person aggrieved by the decision made of district commission may appeal against such under
to the state commission on the ground of acts or law within a period of 45 days from the date
of passing the order.
State commission or State consumer Disputes Redressal commission
The State Government shall by notification, establish a State Commission, in the state :
Each Commission shall consist of :
(i) a president; and
(ii) not less than four or not more than such number of members as may be prescribed in
consultation with the Central Government.
The State Commission shall have jurisdiction to entertain complaints where the value of goods
or service paid as consideration exceeds ` 1 crore?
The national commission shall have jurisdiction to entertain complaint where the value of the
goods as service paid as consideration exceeds ` 10 crore. Appeal against the order of any
state commission can also be filed in the state commission.
Any person, not satisfied with the order of the national commission may appeal against such
order to the Supreme Court within a period of 30 days from the date of passing such an order.
What is the significance of the Present Consumer Protection Act, 2019?
Significance of the Present Consumer Protection Act, 2019
I. empowering Regarding the consumers :
(i) The new Act will empower consumers and help them in protecting their right through its
various rules and provisions. The new Act will help in safeguarding consumer interests and
rights.
(ii) Consumer-driven businesses such as retail, e-commerce would need to have robust policies
dealing with consumer redressal in place.
(iii) The new Act will also push the consumer-driven businesses to take extra precautions against
unfair trade practices and unethical business practices.
II. Inclusion of e-commerce sector :
(i) The earlier Act did not specifically include e-commerce transactions, and this lacuna has been
addressed by the new Act.
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(ii) E-commerce has been witnessing tremendous growth in recent times. The Indian e-commerce
market is expected to grow to US$ 200 billion by 2026.
(iii) The Act also enables regulations to be notified on e-commerce and direct selling with a focus
on the protection of interest of consumers. The would involve rules for the prevention of
unfair trade practices by e-commerce platforms.
(iv) As per the notified rules, every e-commerce entity is required to provide information relating
to return, refund, exchange, warranty and guarantee, delivery and shipment, modes of payment,
grievance redressal mechanism, payment methods, the security of payment methods, charge
back options, etc. including country of origin which are necessary for enabling the consumer
to make an informed decision at the pre-purchase stage on its platform.
(v) The e-commerce platforms will have to acknowledge the receipt of any consumer complaint
within forty-eight hours and redress the complaint within one month from the date of receipt
under this Act. This will bring e-commerce companies under the ambit of a structured consumer
redressal mechanism.
(vi) E-commerce entities that do not comply will face penal action.

PR

III. time-bound redressal :
(i) A large number of pending consumer complaints in consumer courts have been common across
the country. The new Act by simplifying the resolution process can help solve the consumer
grievances speedily.
(ii) A main feature of the Act is that under this, the cases are decided in a limited time period.

HE

RS

IV. Alternate dispute redressal mechanism :
(i) The provision of Mediation will make the process of dispute adjudication simple and quicker.
(ii) This will provide a better mechanism to dispose of consumer complaints in a speedy manner and
will help in the disposal of a larger number of pending cases in consumer courts across the nation.
7. Write any four features of Central Consumers Protection Authority (CCPA).
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Ans. central consumers Protection Authority (ccPA) (any four):
(i) The Act proposes the establishment of the Central Consumer Protection Authority (CCPA) as
a regulatory authority.
(ii) The CCPA will protect, promote and enforce the right of consumers and regulate cases related
to unfair trade practices, misleading advertisements, and violation of consumer rights.
(iii) CCPA would be given wide-ranging powers.
(iv) The CCPA will have the right to take suo-moto actions, recall products, order reimbursement
of the price of goods/services, cancel licenses, impose penalties and file class action suits.
(v) The CCPA will have an investigation wing to conduct independent inquiry or investigation
into consumer law violations.
(vi) The CCPA pass orders to recall goods or withdraw services that are hazardous, reimbursement
of the price paid and discontinuation of the unfair trade practices as defined in the Act.
(vii) The CCPA issue directions to concerned trader/manufacturer, advertiser/publisher/endorser to
either discontinue a false or misleading advertisement or modify it.
(viii) The CCPA issue safety notices to consumers against unsafe goods and services; and
(ix) The CCPA impose penalties.
Penalties For Misleading Advertisement :
(i) The CCPA may impose a penalty on a manufacturer or an endorser, for a false or misleading
advertisement. The CCPA may also sentence them to imprisonment.
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(ii) The CCPA may impose a penalty an a manufacturer as an endorser of up to ` 10 lakh and
imprisonment for up to 2 years for a false or misleading advertisement. In case of subsequent
offence, the fine may exceed up to ` 50 lakh and imprisonment up to 5 years.
Further the CCPA can prohibit the endorser of a misleading advertisement from endorsing that product
or services for a period upto one year and in case of subsequent offence the period may extend to 3
years. However, there are certain exceptions when an endorser will not be liable for such a penalty.
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8. What is the need for Consumer Protection?
Ans. need for consumer Protection
The need for consumer protection in India arises due to following reasons (any four):
(i) consumer Sovereignty : The purpose of economic planning is to allocate resources, as far
as possible, for the satisfaction of consumer needs. This leads directly to idea of ‘consumer
Sovereignty’ (i.e., a consumer is a king (sovereign) in the economy).
(ii) Liberalisation and Globalisation : The process of development coupled with increasing
liberalisation and globalisation across the country has enabled consumers to realise their
increasingly important role in society and governance.
(iii) Poverty and Illiteracy of consumers : In India, incidence of poverty and level of illiteracy
is high. They cannot differentiate between the pure and adulterated product. They cannot read
the contents, date, price, quantity, etc. So they rely blindly on the information of the suppliers.
Therefore, poor and illeterate people are in greater need of protection.
(iv) Multiplicity of Products and Misinformation : Although consumers have the right of not
buying a product, they are unable to exercise that power in their best interest. This is mainly
due to lack of information, too much of confusing information multiplicity of products, brand
names, presence of duplicate products and the increasing exposure of consumers to the mass
media (T. V., radio, films, newspapers, bill boards, posters etc.)
9. What is the importance of Consumer protection from the point of view of consumer?
Ans. Importance of consumer Protection
Consumer is the kind of the market. In case he is removed from the market, nothing will remain,
as market–consumer = zero. Therefore, it can be said that consumer is the basis of the market.
Since the consumer happens to be absolutely important, it is indeed very necessary to protect him
from any exploitation in the market. It is in the interest of both business as well the costomers
that businessmen should not ignore the interest of consumers.
Following viewpoints express the importance of consumer protection in India :
I. From the consumers’ Point of View II. From the Point of View of Business
I. From consumers’ Point of View : The importance of consumer protection from the consumers’
point of view can be understood from the following points :
(i) consumers’ Ignorance : Generally, the consumers are not aware of their rights. It is because
of this ignorance that they cannot raise their voice against their exploitation in the market.
In the light of widespread ignorance of consumers about their rights and reliefs available to
them they bear this exploitation. Therefore, it becomes necessary to educate the consumers
about their rights so as to achieve consumer awareness.
(ii) Unorganised Consumers : Consumers need to be organised in the form of consumer
organisations which would take care of their interest. Though, in India, we do have consumer
organisations which are working in this direction, adequate protection is required to be given
to consumers till these organisations become powerful enough to protect and promote the
interests of consumers.
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(iii) Widespread exploitation of consumers : The consumers are widely exploited by dishonest
producers and traders. For example, they may sell sub-standard or duplicate goods which are
not even safe for human consumption, or they may charge higher prices of scarce goods.
False advertising is another way to exploit the innocent consumers. Thus, there is a strong
case for the protection of consumers against malpractices.
consumers’ protection is absolutely necessary in order to get rid of such exploitation.
10. What is the importance of Consumer Protection from the point of view of business?

N

Ans. Importance of consumer protection:

HA

From the Point of view of Business Consumer protection is important for business due to the
following reasons (any four):

AS

(i) Long-term interest : It is in the long-term interest of business to satisfy customers. When
customers are satisfied, a business gets repeat sales and its customer base increases.

AK

(ii) Use of Society’s Resources : Business firms use resources of the society. Therefore, they are
under an obligation to supply products and services which are in public interest.

PR

(iii) Social Responsibility : A business has responsibility towards different groups of stake-holders.
Customers form an important group because business firms earn money by selling goods and
services to customers.

RS

(iv) Government Intervention : In case business firms do not voluntarily serve the needs and
interests of customers, Government would intervene to contain their freedom of action.
Moreover, exploitative trade practices would tarnish the public image of business firms.

HE

(v) Moral Justification : It is the moral duty of every business firm to take care of consumers’
interests. It must avoid all types of unscripulous and unfair trade practices.
11. Discuss the responsibilities of consumers.

G

O

YA

L

BR

OT

Ans. Consumer Responsibilities are (any four):
(i) consumer must exercise their rights : Consumers must be aware of the following rights
with regard to the products or services they buy from markets :
(a) Right to Safety,
(b) Right to Choose and
(c) Right to be Heard etc.
(ii) cautious consumers : Before purchasing consumer must insist on getting all information on
the quality, quantity, price, utility, etc. of the goods/services. This will ensure a better purchase
as he will not depend entirely on a seller.
(iii) Filing complaint : Sometimes consumers ignore the deception of traders, believing that the
loss is small, but this attitude encourages corrupt business practices to continue. On the other
hand, some consumers also make excessive claims for compensation on small defects in goods
which are not justified.
(iv) Quality conscious : This is the only way to eradicate the problems of adulteration and spurious
goods. While making purchases, consumers must look for standard quality certification marks
like ISI, Agmark, FPO, Woolmark, etc.
(v) Insist on cash memo : Ask for a cash memo on purchase of goods or services. This would
serve as a proof of the purchase.
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12. What is the role of NGO’s to safeguard the interest of consumers?

13. Explain in brief the reliefs/remedies available to a consumer.

AS

HA

N

Ans. Consumer organisations and NGOs can perform the following functions to protect and promote
the interests of consumers (any four):
(i) educate consumers about their rights and responsibilities by organising seminars, work-shops
and training programmes.
(ii) encourage consumers to protest strongly and take action against unfair trade practices;
(iii) test consumer products in authorised laboratories and publish the test result for the benefit of
consumers;
(iv) publish journals, etc. to impart knowledge about consumer problems, reliefs available and
other matters of interest;
(v) provide legal assistance to consumers by way of legal aid, legal advice, etc.;
(vi) file complaints on behalf of consumers in appropriate consumer courts.

OT

HE

RS

PR

AK

Ans. A consumer court can issue one or more of the following directions to provide reliefs to an
aggrieved consumer (any four):
(i) To remove the defect in goods or deficiency in service.
(ii) To replace the defective product with a new on which is free from any defect.
(iii) To refund the price paid for the product, or the charges paid for the service.
(iv) To pay reasonable compensation for any loss or injury suffered by the consumer due to the
negligence of the seller.
(v) To pay punitive charges whenever appropriate.
(vi) To discontinue the unfair/restrictive trade practice and not to repeat it in future.
(vii) Not to offer hazardous goods for sale.
(viii) To withdraw the hazardous goods from sale.
(ix) To cease manufacture of hazardous goods and to desist from offering hazardous services.
(x) To pay adequate costs to the appropriate party.

BR

B. Case Study Based Questions

[4 Marks]

YA

L

1. Reena purchased one litre of pure desi ghee from a shopkeeper. After using it she had a doubt that
it was adulterated. She sent it for a laboratory test which confirmed that the ghee was adulterated.
State any six reliefs available to Reena, if she complaints and the consumer court is satisfied about
the genuineness of the complaint.

G

O

Ans. Relief available to Reena:
(i) To replace adulterated Ghee to refund the price paid for the product,
(ii) to pay a reasonable amount of compensation,
(iii) to pay adequate crept to Reena,
(iv) to cease manufacture of adulterated Ghee, and
(v) to pay punctive damages in appropriate circumstances.
2. On Sonika’s birthday, her mother gave her a pair of gold earrings. After one month, Sonika
observed that the earrings are losing their shine. She checked the mark on the earrings and found
that it was not a proper Hallmark and her mother had been cheated by the shopkeeper. So, she
filed a complaint in the District Forum which rejected it. Not satisfied by the decision of District
Forum, she was very much disturbed and after two months, decided to appeal further.
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Can Sonika appeal against the decision of the District Forum? Give reason in support of your answer.
Ans. No, Sonika cannot appeal now as the appeal has to be filed within 45 days of passing of the order
by the District Forum.

G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

HA

N

3. Sumit purchased an ISI marked washing machine of a famous brand ‘MG’ from TG Electronics
Ltd. The shopkeeper asked him to wait for two days for installation of the machine. His
friend, Vivek, was very fond of experimenting with new electronic products. He told Sumit
that there is no need to wait for the company’s representative to install the machine and that
he could do it. So, both of them installed the machine without following the manufacturer’s
instructions. Initially, the machine worked effectively and the wash was good. But after two
days, the machine started stopping in between the wash cycle. Sumit and Vivek tried their best
to start the machine but failed in their efforts. Sumit, therefore, approached TG Electronics
Ltd, which refused to provide any service on the plea that installation of the machine was
not done by the company.
(i) State the responsibility which Sumit has to fulfil as an aware consumer to get the services
of the company.
(ii) Explain briefly any two rights which Sumit could have exercised had he fulfilled his
responsibility identified in part.
Ans. (i) Responsibility which Sumit has to fulfill as an aware consumer to get the services of the
company : Learn about the risks associated with products and services, follow manufacturer’s
instructions and use the products safely.
(ii) Two rights which Sumit could have exercised had he fulfilled his responsibility :
(a) Right to be heard,
(b) Right to seek redressal.
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SPECIMEN QUESTION PAPER (Solved)
(For Semester 2 examination)
[Issued by cISce]

HA

Answer all questions in Section A, Section B and Section C.
The intended marks for questions or parts of questions are given in brackets. [ ]

N

Maximum Marks: 40
Time allowed: One and a half hour
Candidates are allowed an additional 10 minutes for only reading the paper.
They must NOT start writing during this time.

(8 Marks)

AS

SectIOn - A
Question 1

AK

(i) How many rights of consumers are given in the Consumer Protection Act 2019?
(a) 4
(b) 3
(c) 6
(d) 5
Ans. (c) 6

PR

(ii) Assertion: Labelling, as a function of marketing, acts as a silent salesman.

[1]

[1]

HE

RS

Reason: Labelling helps in the promotion of the products by attracting the attention of customers
and providing required information.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
Ans. (a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.

OT

(iii) Grouping of activities based on product line is a part of:
(a) Functional organisation
(b) Divisional organisation
(c) Delegated organisation
(d) Autonomous organisation

[1]

Ans. (b) Divisional organisation

[1]

YA

L

BR

(iv) Which of the following is not true about formal organisation?
(a) They are deliberately planned and created by management.
(b) They are stable and predictable.
(c) Violation of rules in a formal organisation may lead to penalties.
(d) Leaders are chosen.
Ans. (d) Leaders are chosen.

O

(v) The process of manning various jobs in the organisation with the right person is known
.
[1]
as

Ans. Staffing

G

(vi) State whether the following statements are True or False.
(a) Planning and Controlling are interrelated.
(b) Rational barrier is one of the types of barriers in the process of Communication.

Ans. (a) True

[1]
[1]

(b) False

(vii) A popular brand of toothpaste has 20% discount mentioned on the package. Name the element
of promotion.
[1]
Ans. Quantity discount
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SectIOn - B

(12 Marks)

Question 2

[2]

Marketing and Selling are synonymous terms. Do you agree? Give reasons.
Ans. No, marketing and selling are not synonymous, these two are different concepts.
Marketing: The main aim of marketing is to earn profits through maximum customer satisfaction.
Selling: Selling aims at earning maximum profit by increasing the volume of sales.
Question 3

N

[2]

HA

(i) State two qualities of a good leader.
OR
(ii) Give two objectives of Communication.

AS

Ans. (i) (a) Good Personality
(b) Communication skills.

AK

(ii) (a) To motivate employees
(b) To educate and spread knowledge

PR

Question 4

[2]

State two reasons to emphasize the importance of Controlling as a function of management.
Ans. (i) Controlling helps in achieving organisational goals

RS

(ii) Controlling helps to ensure order & discipline by creating such atmosphere of effective
controlling.

HE

Question 5

[2]

OT

The employees of ABC co. have formed a Dramatics club for their recreation. Name the type of
organisation formed by the and state one of the features of such an organisation.
Ans. Informal organisation.
Question 6

BR

Feature: Informal organisation has its own rules and traditions.
[2]

What is pre-requisite to Selection? Which function of management ensures the right person at the
right job?

YA

L

Ans. Recruitment is a per-requisite to selection. It is concerned with searching for proper person for
the right job at the right time.

O

Before searching for the applicants, an organisation should consider the most likely of the type
of employees it needs.

G

Question 7

[2]

Which function of management is often referred to as the essence of management and binds all
the other functions? Justify its significance in the function of Planning.

Ans. Coordination is considered as the essence of management.
Coordination is not really a separate function of management but infact it is the essence of
management. It is like a thread of garland, flowers of which are different managerial functions. It
should be performed right from the planning stage to the controlling stage. Absence of coordination
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weakens the effect of authority-responsibility relationships in the organisation. Coordination
activates each function of management and makes them effective and purposeful.

SectIOn - c

(20 Marks)

YA

L

BR

OT

HE

RS

PR

AK

AS

HA

N

Question 8
[4]
(i) The demand for leather will be derived from the demand for leather purses and other leather
items in the market.
The above statement brings forth the characteristics of one of the categories of the products.
Name the category and state three other characteristics of this category of product.
OR
(ii) Palak went to a shop to buy hair oil. The shopkeeper forced her to buy a particular brand of
hair oil from various available brands, irrespective of the willingness of Palak.
Which right of Palak, as a consumer, has been violated and where can she file a case against
the shopkeeper? Name the two other rights of the consumer.
Ans. (i) The demand for leather will definitely be derived an the basis of demand of leather purses
and other leather products in the market – category of goods here is Industrial Products. and
sub category – Production material → Raw materials.
Other characteristics of this category:
(a) Semi finished goods: These are the goods which are finished for the one unit and raw
material for the another unit.
(b) Fabricating Parts: These are manufactured by one industrial unit and used by another
without any further processing in producing the production of consumer goods.
(c) Production supplies: These are the products necessary for the operation of industrial
units but do not become a part of finished goods.
OR
(ii) Palak has a right to select her own product as per the Consumer Protection Act, 2019 →
under the ‘right to choose”— A variety of products are available in the market at competitive
prices and customers have a chance to choose from the alternatives available.
Other rights:
(a) Right to Safety/Protection: The right to safety is important for safe and secure living. The
right to safety means the right to be protected against products, production-processes and
services, which are hazardous to health or life.
(b) Right to be informed/Right to Representation: Consumers should have the right to be
informed about the quality, quantity, purity standard and price of goods and services so as to
make the right decision and protect themselves against abusive practices.

G

O

Question 9
[4]
Why is delegation an important management tool?
Ans. Importance of delegation
(a) effective management: By empowering the employees, the managers are able to function
more efficiently as they get more time to concentrate on important matters.
(b) employee development: As a result of delegation of authority, employees get more
opportunities to utilise their talent and this may give rise to latent abilities in them.
(c) Motivation of employees: Delegation of authority helps in developing the talents of the
employees. It also has psychological benefits.
(d) Facilitation of growth: Delegation of authority helps in the expansion of an organisation by
providing a ready workforce to take up leading positions is new ventures.
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Effective management

Employees development

Facilitation of growth

HA

Motivation of employees

N

Importance

PR

AK

AS

Question 10
[4]
Briefly explain the meaning of the following terms:
(i) Span of control
(ii) Management by exception
Ans. (i) Span of control: The area of activity and number of functions, people or things for which
an individual or organisation is responsible is called as span of control.
example: Span of control of 4 people under a marketing manager.

RS

Marketing Manager

Marketing
Assistant

Market
Researcher

Telesales
Supervisor

HE

Customer Care
Assistant

OT

Ans. (ii) Management by exception: MBE is an important principle of organisational controlling put
forward by the management thinkers. This principle holds that only significant deviations
from standards of performance should be brought to the management’s attention if actual
performance is according to the planned performance.
Question 11

[4]

BR

Explain any four External sources of recruitment.

External sources of recruitment

YA

L

Ans.

Direct
Recruitment

Casual
Callers

Advertising the
Vacancies

Employment
Exchanges

G

O

(a) Direct Recruitment: Under the direct recruitment, a notice is pasted on the noticeboard of
the enterprise specifying the details of the job available. Such information is usually displayed
at the workshop, factory gate or the office.
(b) casual callers: These are the persons who either gather at the factory gate to serve as casual
workers or reach the employer by letter, telephone, or in person, with requests for appointment
against a real or presumed vacancy.
(c) Advertising the Vacancies: Recruitment of personnel by advertising in daily newspapers or
professional journals is a widely used method. Newspapers reach a large number of readers in
different parts of the country.
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(d) employment exchanges: Public employment exchanges serve as an important source of
recruitment of personnel. These employment exchanges provide very useful service both to
employers and prospective employees.

G

O

YA

L

BR

OT

HE

RS

PR

AK

AS

HA

N

Question 12
[4]
Read the given passage carefully and answer the following questions.
A reputed publishing company is planning to open new showrooms in some big cities in North
India. The company wishes to invite celebrity novelists to inaugurate their new outlets. It also
plans to invite other celebrities from the literary world and make new book releases before August.
Introductory offers will be given in the form of price reductions, limited edition of autographed
copies and discount coupons.
(i) Identify the promotional tools adopted by the company.
(ii) In what way do the promotional tools adopted by the company generate sales?
Ans. (i) Sales promotion
(ii) Sales promotion help to increase the sales in the following ways:
(a) creation of demand: It must have a clear cut pre-requirement to influence, capture and
create a demand of the product for the existing and potential customers.
(b) creation of goodwill: Sales promotion is required to add value to the product and it can
be done by communicating to the public about the supperiority of the product that will
effectively stimulate the prospective customers to changes their attitude for liking of the
product. The sum total of this will surely create goodwill for the firm’s product.
(c) education the people: It shall always strive to communicate to the customers about the
good uses of the product and shall try to highlight to features of the product without
concealing the essential element for public information.
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MODEL TEST PAPER 1 (Unsolved)
[Based on the Latest Specimen Question Paper released by CISCE]
Maximum Marks: 40
Time allowed: One and a half hour
Candidates are allowed an additional 10 minutes for only reading the paper.
They must NOT start writing during this time.

HA

N

Answer all questions in Section A, Section B and Section C.
The intended marks for questions or parts of questions are given in brackets. [ ]

SectIOn - A

(8 Marks)

Question 1
(i)
(a) Internal
(ii)

AS

factors are the forces which can be controlled by a firm to a certain extent.
(b) External

(c) Both (a) and (b) (d) None of these
[1]

AK

is the exchange value of goods and services in terms of money
(a) Product

[1]

(b) Market

(c) Price

(d) Label
[1]

(iv)

means overseeing the work of employees.

[1]

(v)

needs include desire to enjoy social approval, self assertion and self esteem.

[1]

(vi)

motivation is based on reward.

[1]

RS

PR

(iii) State any one disadvantage of external source of recruitment.

BR

OT

HE

(vii) Assertion: Organising is a means for translating plans into Action.
[1]
Reason: Organising ensures that efforts are directed towards the attainment of goals laid down
in the planning.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true
(viii) Right to information is one of the consumer right. True or False.

SectIOn - B

[1]

(12 Marks)
[2]

Question 3
State two elements of marketing.

[2]

O

YA

L

Question 2
Name any two external sources of recruitment.

OR

G

Explain two level channel of distribution.
Question 4
State any two features of controlling.

[2]

Question 5
Differentiate between formal and informal organisation. Explain briefly.

[2]
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Question 6
Which source of recruitment has the benefit of wider choice?

[2]

Question 7

[2]

Is coordination a separate function of management? Or, Is it the core of management?

SectIOn - c

(20 Marks)

HA

N

Question 8
[4]
Ayush decided to start a business. When he presented his interest and willingness to his father, his father
asked as to which product he wanted to deal in manufacture. Ayush had no answer to this, as he did
not know about the classification of products. Explain.
OR

AS

What is–
(i) District Court

AK

(ii) National commission
Question 9
Explain the process of organising.

PR

Question 10
Explain:

Question 11
Explain the role of a supervisor.
Question 12

HE

(ii) Branding

RS

(i) Labelling

[4]
[4]

[4]
[4]

YA

L

BR

OT

A company was marketing water purifier which were very popular due to their quality and after
sales services provided to the customers. The company was a leading company in the market and
earning huge profits. Because of huge profits the company ignored the after sales services. As a
result its relations with the customers got spoiled and the image of the company was damaged in
the public. Top management became concerned when the profits for the current quarter fell steeply.
On analysis it was revealed that ignoring the after sales services was its reason. Therefore the
company took all possible measures to protect and promote its favourable image in the eyes of the
public. As a result the goodwill of the company improved in the society.
(i) Name and state the communication tool used by the marketer in the above case to improve its
image.

G

O

(ii) Also, explain role of the tool as identified in part (i)
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MODEL TEST PAPER 2 (Unsolved)
[Based on the Latest Specimen Question Paper released by CISCE]
Maximum Marks: 40
Time allowed: One and a half hours
Candidates are allowed an additional 10 minutes for only reading the paper.
They must NOT start writing during this time.

HA

N

Answer all questions in Section A, Section B and Section C.
The intended marks for questions or parts of questions are given in brackets. [ ]

(8 Marks)

Question 1
(i) In

AS

SectIOn - A

level channel there is no intermediary between producer and consumers.

(a) one

(b) zero

(ii)

(c) two

[1]

(d) all of these

(a) Promotion

AK

is a process of communication involving information, persuasion and influence. [1]
(b) Distribution

(c) Place

(d) Production

PR

(iii) Marketing mix is a wider term than product mix. True or False.

[1]

HE

RS

(iv) Assertion: Main object of consumer protection is to prevent customer from fraud.
[1]
Reason: Consumer protection educates consumers also.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.
[1]

(vi) State one advantage of internal source of recruitment.

[1]

(vii)

[1]

BR

OT

(v) Which of the following is not a feature of formal organisation?
(a) It specifies the relationships among various job positions.
(b) The standards of behaviour of employees are evolved from group norms.
(c) It is deliberately designed by the top management.
(d) It places less emphasis on interpersonal relationships among the employees.

L

serves as a human relations specialist.
(b) not a separate function
(d) all of these

SectIOn - B

G

O

YA

(viii) Coordination is :
(a) a continuous process
(c) needed at all levels

Question 2

[1]

(12 Marks)
[2]

State any two features of formal organisation.
Question 3

[2]

State any two qualities of a good salesman.
OR
Explain motivation.
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Question 4

[2]

Name the direction towards which the authority and responsibility flow.
Question 5

[2]

Distinguish between training and development.
Question 6

[2]

Is intelligence test used to evaluate occupational proficiency?

HA

N

Question 7
[2]
A company is in the red. Its production is declining, the sale volume is going down and the profits are
not there. All departments are blaming ech other. None is accepting responsibilities. Where precisely
is the company lacking?

(20 Marks)

AS

SectIOn - c

PR

Explain:
OR

[4]

AK

Question 8
List any four remedies available for consumers under the Consumer Protection Act.

While explaining the concept of advertising to a class of management students, there were few students
who were not in favour of advertising. What were four such objections of advertising raised.

(i) Marketing research
(ii) Management by exception

HE

RS

Question 9
Explain:

[4]

[4]

Question 11
What are the objectives of communication?

[4]

Question 12

[4]

BR

OT

Question 10
What can be delegated? Responsibility or accountability. Explain.

G

O

YA

L

Reena purchased one litre of pure desi ghee from a shopkeeper. After using it she had a doubt that it
was adulterated. She sent it for a laboratory test which confirmed that the ghee was adulterated. State
any six reliefs available to Reena, if she complaints and the consumer court is satisfied about the
genuineness of the complaint.
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MODEL TEST PAPER 3 (Unsolved)
[Based on the Latest Specimen Question Paper released by CISCE]
Maximum Marks: 40
Time allowed: One and a half hour
Candidates are allowed an additional 10 minutes for only reading the paper.
They must NOT start writing during this time.

SectIOn - A

Question 1

(8 Marks)

AS

means providing knowledge about the product or service or idea.
(a) Advertising
(b) Publicity
(c) Sales Promotion
(d) Personal selling

(ii)

AK

(i)

HA

N

Answer all questions in Section A, Section B and Section C.
The intended marks for questions or parts of questions are given in brackets. [ ]

is the management process by which a product is branded.
(a) Brand mark

(b) Trademark

(c) Branding

[1]

[1]

(d) Brand

HE

RS

PR

(iii) Which of the following statements is true?
[1]
(a) Delegation has a wider scope than decentralisation
(b) Delegation has more freedom to take decision than decentralisation
(c) The purpose of delegation is to increase the role of subordinates whereas the purpose of
decentralisation is lessening the burden of the managers
(d) Delegation is compulsory whereas decentralisation is optional
(iv) Controlling is according to
(a) time

.

(b) money

[1]
(c) work

(d) workers

(v) Are motives and motivation synonymous?

OT

[1]

BR

function that includes those activities which are designed to encourage
(vi) Directing is a
subordinates to work effectively and efficiently.
[1]
(a) complex
(vii)

(b) simple

(c) positive

(d) negative

is necessary for both new and existing employees.

[1]

L

(viii) Assertion: Coordination integrates the efforts of different departments and different levels.

[1]

G

O

YA

Reason: Coordination is required at all levels of management due to the interdependent nature of
activities of various departments.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.

SectIOn - B
Question 2
State any two merits of functional structure.
130
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Question 3
Differentiate between marketing and selling.

[2]
OR

State two qualities of a good leader.
[2]

Question 5
Delegation of authority is the keep to organisation. Explain.

[2]

HA

N

Question 4
‘Controlling is looking back.’ Give a suitable example in support of your answer.

Question 6
Why is staffing important?

[2]

AS

Question 7

SectIOn - c
Question 8

AK

State any two features of Organising.

[2]

(20 Marks)
[4]

OR

HE

Question 9
Explain any two benefits of delegation.

OT

Question 10
Explain:
(i) Unfair trade practices

RS

Distinguish between Advertising and Personal Selling.

PR

What are the salient features of the Consumer Protection Act, 2019? Discuss.

[4]
[4]

(ii) Role of NGO in Consumer Protection

[4]

Question 12

[4]

BR

Question 11
Explain characteristics of line organisation.

G

O

YA

L

A company manufactures very sophisticated switch gears used in automatic cars. For this the
company uses hi-tech machines. Most of the times the workers of the factory remain idle because of
lack of knowledge regarding the use of these hi-tech machines. The frequent visits by the engineers
and constant supervision of the foreman results into high overhead charges. Explain the way by
which this problem can be overcome. Also, state how this helps the employees.
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MODEL TEST PAPER 4 (Unsolved)
[Based on the Latest Specimen Question Paper released by CISCE]
Maximum Marks: 40
Time allowed: One and a half hour
Candidates are allowed an additional 10 minutes for only reading the paper.
They must NOT start writing during this time.

HA

N

Answer all questions in Section A, Section B and Section C.
The intended marks for questions or parts of questions are given in brackets. [ ]

SectIOn - A

(8 Marks)

is called as ‘Printed salesmanship.
(a) Advertisement
(c) Publicity

[1]

(b) Public relation
(d) Marketing

AK

(i)

AS

Question 1

products are the products basically used for manufacturing of consumers
products.
[1]
(a) Defence
(b) Shopping
(c) Industrial
(d) Management

(iii)

of employees from one job to another or from one department to another creates a
[1]

vacancy.
(iv)

is an compulsory act.

(b) Decentralisation

HE

(a) Delegation

RS

PR

(ii)

(c) Centralisation

[1]
(d) Motivation
[1]

(vi) Which of the following is not a result of division of work into smaller tasks?
(a) Optimum utilization of work
(b) Product specialization
(c) Clarity in working relationships
(d) Adapting to change.

[1]

(vii)

[1]

OT

(v) Functional structure is formed on the basis of work. True or False.

BR

is the act of influencing behaviour of people in a particular direction.

O

YA

L

(viii) Assertion: Leader refers to that person who has no ability to influence others.
[1]
Reason: Communication skill is must for a good leader.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true

SectIOn - B

Question 2

(12 Marks)

G

[2]

Organising is a universal process. Explain.
Question 3
State any two features of modern concept of marketing.

[2]

OR
Explain communication.
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Question 5
Enumerate the steps involved in the process of organising.

[2]

Question 6
What is preliminary interview?

[2]

Question 7

[2]

N

Question 4
State any two causes of deviation.

HA

“Coordination is not a separate function of management. It is the essence of management”. Explain.

SectIOn - c

(20 Marks)

AS

Question 8
Explain any four facilitating functions of marketing.

AK

OR
Explain any two methods of Consumer Protection.
Question 9

PR

state any four features of organising.
Question 10

[4]
[4]

RS

Explain:

[4]

(i) Ethics

HE

(ii) NGO
Question 11

[4]

OT

What is the difference between training and development?
Question 12

[4]

G

O

YA

L

BR

Ashu has a business of food products. He was only interested in earning profits. However inspite of
repeated complaints, he did not pay attention to importance of packaging. One day, he observed two
customers talking about the importance of packaging and problems they faced due to poor and improper
packaging. Explain importance of packaging to Ashu.
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MODEL TEST PAPER 5 (Unsolved)
[Based on the Latest Specimen Question Paper released by CISCE]
Maximum Marks: 40
Time allowed: One and a half hour
Candidates are allowed an additional 10 minutes for only reading the paper.
They must NOT start writing during this time.

HA

N

Answer all questions in Section A, Section B and Section C.
The intended marks for questions or parts of questions are given in brackets. [ ]

SectIOn - A

(8 Marks)

[1]

(b) State Commission
(d) all of these

AK

(i) Consumer dispute settlement agencies are :
(a) District Forum
(c) National Commission

AS

Question 1

(a) increases

(b) remains constant

(iii) Recruitment is

in nature.

PR

(ii) As the goodwill of the business and the product increase, the demand for the product also
.
(c) decreases

[1]

(d) none of these
[1]

HE

RS

(iv) Madhvi received a special gold coin from her school management for exceptionally good board
result of her students in her subject. Identify the need of Yamini being fulfilled as per Maslow’s
Need Heirarcy Theory:
[1]
(a) Esteem Needs
(b) Belonging Needs
(c) Self Actualisation Needs
(d) Basic Physiological Needs.
[1]

(vi) Controlling sustains
(a) directing
(c) organising

[1]

OT

(v) Is directing function known as ‘management in action’?

BR

.

(b) planning
(d) staffing

(vii) Which aspect of management binds all the functions of management?

[1]

(viii) Assertion: The firm’s task is to find out the best setting for its marketing decision variables.

[1]

G

O

YA

L

Reason: Above setting constitute its marketing mix.
(a) Both Assertion and Reason are true and Reason is the correct explanation for Assertion.
(b) Both Assertion and Reason are true and Reason is not the correct explanation for Assertion.
(c) Assertion is true but Reason is false.
(d) Assertion is false but Reason is true.

SectIOn - B

(12 Marks)

Question 2
What is recruitment?

[2]

Question 3
Explain Branding.

[2]
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OR

What is Consumer Protection?
Question 4
State any two features of centralisation.

[2]

Question 5

[2]

N

Kush has joined as a Creative Head in an entertainment company. He always ensures that the work has
been divided into small and manageable activities and also the activities of similar nature are grouped
together. Identify the explain the related step in organising process being mentioned in the above lines.
Question 6
State any two on the job methods of training.

HA

[2]

AS

Question 7

SectIOn - c

AK

Discuss various steps in the process of Controlling.

[2]

(20 Marks)

PR

Question 8
[4]
Ms. Neeta was appointed in a marketing firm. Her manager asked her to throughly study about elements
of promotion mix. Name and explain elements briefly.

RS

OR
A shopkeeper sold some spices, claiming that those were pure. Later it was found out they those were
adulterated. What precautions should you have taken before buying and what remedies are available to
you for the wrong act.

HE

Question 9
Explain Decentralisation.

(ii) Delegation

BR

(i) Critical point control

OT

Question 10
Briefly explain meaning of the following terms:

[4]
[4]

[4]

Question 12

[4]

YA

L

Question 11
Planning and controlling are both interrelated and interdependent. Explain.

G

O

Tata Limited has a staff of 300 people which is grouped into different departments. The organisational
structures consists of 100 people work in Production department, 150 in Finance department, 20 in
Technology department and 30 in Human Resource department. Identify and explain the type of
organisational structure being followed by the company.
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ANSWERS TO MODEL TEST PAPERS
MODEL TEST PAPER–1 (Section–A)
(i) (a)
(iv) Supervision

(iii) Lengthy

(v) Esteem needs

(vi) Positive

N

(viii) True

MODEL TEST PAPER–2 (Section–A)

HA

(vii) (a)

(ii) (c)

(ii) (a)

(iii) True

(iv) (d)

(v) (b)

(vi) Economical

(viii) (d)

AK

(vii) Supervisor

AS

(i) (b)

MODEL TEST PAPER–3 (Section–A)
(ii) (b)

(iv) (a)

(v) No.

(vii) Training

(iii) (d)

PR

(i) (a)

(vi) (a)

RS

(viii) (a)

MODEL TEST PAPER–4 (Section–A)
(ii) (b)

(v) True

(vii) Leadership

(iii) Transfers
(vi) (d)

(viii) (d)

OT

(iv) (a)

HE

(i) (a)

MODEL TEST PAPER–5 (Section–A)

(iv) (a)

(ii) (a)

(iii) Positive

(v) Yes

(vi) (b)

BR

(i) (d)

(viii) (b)

G

O

YA

L

(vii) Coordination
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