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1.     (a)    "The best way to understand organizational behaviour is through a contingency

approach". Do you agree or disagree? Explain with reasons.                      (9)
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a)   What are the possible advantages and disadvantages of the divisional form

o f organization?                                                                                                              (9)

OR

(c)    "Conflict is present in all organizations in different forms". In the light of this

statement discuss various types of conflicts that might exist in organizations.

How can conflicts be resolved?                                                                               (18)

2. (a)    Contrast the cognitive and affective components of an attitude with the help

of an example.                                                                                                                  (9)

(b)   "Managers should do everything they can to enhance the job satisfaction of

their einployees." Do you agree or disagree? Support your position.       (9)

OR

(c)    "Thirty-five  years   ago,   young   employees  we  hired  were  ambitious,

hardworking, helpful, and self-disciplined". Today's young employees don't

have  the  same  values."  Do  you  agree  or  disagree  with  this  manager's

comments? Support your answer. Also, discuss the various sources of values

for an individual.                                                                                                              (18)

3.     (a)    What do you think is the effect of giving pay raise based on (a) experience

and (b) competence on employee motivation? What in your opinion could be

the most effective way to motivate the employees in Indian context?      (9)

a)   Discuss the relevance of intrinsic and extrinsic rewards as source of motivation

for employees falling in the age bracket of 20-35 years.                              (9)
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(c)    Describe in detail the communication process model. If an organization is

operatingatagloballevel,whatessentialsshouldbetakenintoconsideration

to ensure effective communication?

4.

(18)

(a)    Which   of  the   theories   or  approaches   to   leadership   could  be   most

appropriatefortheorganizationscompetingongloballevel?Explainciting

examples.

(b)   How are leaders different from managers?

OR

(9)

(9)

(c)    Describe the five-stage group `development model. How can groups lead to

higher productivity?
(18)

(a)    Read  the  case  given here  under and  answer the  questions  following  the

Case.

Enter  any  Starbucks  and  you  will  see  baristas  (the  associates  who  take

orders  and  make  and  serve  coffee  and  food)  at  work.  They  work like  a

well-oiledmachinewithallmoveswell-choreographedtoservethecustomer.

These baristas  work together as  a team and are important for the store's

success.Allbaristasreceive24hoursofin-storetrainingincustomerservice

(howtomeet,greet,andservecustomers)andbasicretailskills.Theyalso

take"CoffeeKnowledge"and"BrewingthePerfectCup"classes.Baristas

aretaughttoanticipatethecustomer'sneeds,andtomakeeyecontactwhile

P.T.O.



7825
4

carefullyexplainingthevariousflavoursandt)lends.Theyarealsotrainedin

thecareandmaintenanceofthemachineryandhowtotreateachother.One

of  the  guiding  principles  at  Starbucks  is  to  provide  a  great  working

environmentandtoemployindividualswhotreateachotherwithhighrespect

anddignity.Acompanysurveyfoundthetoptworeasonsindividualswant

to  work for Starbucks  are "the opportunity to work with an enthusiastic

team"and"toworkinaplacewhere1feel1havevalue".Therefore,Starbucks`

1ookstohil.eindividualswithhighself-esteemwhoaresensitivetothefeelings

ofothersandwhowantparticipationfromandsuccessforallteammembers.

Finally,  Starbucks wants barista partners who  combine their passion for

great  coffee  and  quality  customer  service,  listen to  others,  are reliat)1e,

organized, and can focus on completing their tasks.

(i)DiscusstheBigFivepersonalityfactorsthatarevaluedbyStarbucks

while recruiting and training employees.                                                    (5)

(ii)Howcanunderstandingthepersonalityfactorsofemployeeshelpthe

managers in taking effective decisions?                                                     (4)

(b)   Write short notes on any two of the following :

(i)  Johari Window

(ii)  Downward Communication

(iii)  Stress Management

(iv)  Likert's Leadership Style
(9)
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