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Q. 1 Define managerial communication. Discuss the interpersonal communication
process. (20 Marks)

Answer

1. Definition of Managerial Communication

Managerial Communication is the process by which managers share information, ideas, instructions,
and feelings with employees, colleagues, management executives, and external stakeholders to achieve
organizational goals.

It serves four vital organizational functions:

1.

Control: Controlling employee behavior through formal hierarchy, job descriptions, and company
policies.

. Motivation: Clarifying to employees what is to be done, how well they are performing, and how

to improve.

. Emotional Expression: Providing a release for social interactions and emotional fulfillment.

. Information Transfer: Transmitting data necessary to identify and evaluate decision alterna-

tives.

2. The Interpersonal Communication Process

The interpersonal communication process is a dynamic, 7-part sequential model through which a mes-
sage is transferred from a sender to a receiver and understood.

1.

The Sender (Source): The individual who initiates the communication. The sender has a
thought, objective, or piece of information that needs to be conveyed to another person or group.

. Encoding: The process of converting the sender’s abstract thought into a symbolic form (words,

spoken language, written text, non-verbal gestures, diagrams). Encoding is influenced by the
sender’s skills, attitudes, knowledge, and socio-cultural background.

The Message: The actual physical or verbal product generated by the sender after encoding.
It includes the spoken words, written memo, email content, or body gestures transmitted.

. The Channel (Medium): The medium through which the encoded message travels from sender

to receiver (e.g., face-to-face conversation, telephone, formal report, email, video conference,
messaging platforms). Selecting the right channel (channel richness) is critical.

Decoding: The process by which the receiver translates and interprets the received symbols back
into a meaningful thought. The receiver’s personal biases, knowledge, and background affect how
the message is decoded.

. The Receiver: The individual or audience to whom the message is directed. Communication is

successful only when the receiver decodes the message with the meaning intended by the sender.

Feedback (The Closing Loop): The receiver’s response returned to the original sender. Feed-
back indicates whether the message was received, understood, and accepted as intended, trans-
forming one-way communication into a two-way interactive loop.

. Noise (Interference Element): Any disturbance or barrier that distorts, distracts, or interferes

with the transmission, reception, or decoding of the message (e.g., physical noise, poor internet
connection, semantic ambiguity, emotional bias, information overload).
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Q. 2 What is leading? Describe the qualities of an ideal leader. (20 Marks)

Answer

1. Definition and Concept of Leading

Leading is the third core managerial function (POLC framework). It is the process of influencing,
inspiring, and directing individuals and groups toward the enthusiasm, dedication, and successful at-
tainment of organizational objectives.

While management focuses on administrative order, resource efficiency, and stability, leading focuses
on vision, human influence, change management, and alignment of human potential.

2. Key Qualities and Characteristics of an Ideal Leader

An ideal leader possesses a combination of personal traits, interpersonal skills, cognitive abilities, and
moral character that commands respect and drives organization-wide performance.

1.

Integrity and Moral Character: Integrity is the foundation of leadership trust. An ideal
leader demonstrates honesty, ethical consistency, transparency, and authentic alignment between
their values, words, and actions.

. Visionary Thinking and Strategic Foresight: Great leaders articulate a compelling, inspira-

tional future vision. They look beyond immediate daily operations to anticipate industry shifts,
market trends, and competitive opportunities.

. High Emotional Intelligence (EQ): According to Daniel Goleman, EQ is a stronger predictor

of leadership success than technical 1Q. It consists of self-awareness, self-regulation, empathy,
motivation, and social skills.

. Decisiveness and Courage: Ideal leaders take decisive action under conditions of uncertainty

and risk. They accept personal accountability for outcomes and stand firm during corporate
crises.

. Effective Communication Skills: A leader must articulate vision, expectations, and construc-

tive feedback clearly. They actively listen, adapt their communication style to their audience,
and build genuine rapport.

. Empowerment and Delegation Capability: Rather than micromanaging, ideal leaders em-

power followers by delegating authority, fostering autonomy, providing necessary resources, and
building employee confidence.

Resilience and Adaptability: Leaders demonstrate personal resilience during setbacks, treat-
ing challenges as learning experiences and maintaining team morale during organizational trans-
formations.
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Q.3 Define leader and leadership. Explain why a manager should be a leader. (20
Marks)

Answer

1. Definitions

e Leader: An individual who can influence others and who possesses managerial or informal au-

thority to direct human efforts toward goal achievement.

e Leadership: The process of influencing a group of individuals to achieve common goals. It

involves establishing direction, aligning people, inspiring commitment, and driving change.

2. Comparative Analysis: Managers vs. Leaders

Table 1: Distinctive Differences Between Management and Leadership

Dimension Manager Leader

Primary Focus Order, stability, efficiency Change, innovation, growth

Source of Power Formal position & positional au- | Personal influence & employee trust
thority

Execution Planning, budgeting, controlling Articulating vision, inspiring teams

Method

Perspective Short-term & operational Long-term & strategic

Human Relation Manages tasks and staff Develops, empowers, and inspires

people

3. Why a Manager Should Be a Leader

In modern business environments, holding formal administrative authority as a manager is insufficient
to achieve high organizational performance. A manager must also operate as an effective leader for the
following reasons:

1.

Positional Authority Does Not Guarantee Employee Commitment: A manager can
enforce compliance through formal rewards and penalties, but positional power yields only cal-
culative compliance. Leadership generates intrinsic commitment, where employees go beyond
minimum job requirements.

. Navigating Organizational Change and Uncertainty: Standard management tools (rules,

procedures, budgets) work well in stable environments. However, during market volatility, dig-
ital disruption, or restructuring, managers must lead teams through fear and ambiguity using
inspirational vision.

. Fostering Innovation and Employee Engagement: Rote managerial control suppresses em-

ployee creativity. Managers who are leaders build psychologically safe environments where em-
ployees take calculated risks and propose innovative solutions.

. Enhancing Productivity and Reducing Turnover: Employees frequently leave managers,

not companies. A manager with strong leadership skills builds team cohesion, job satisfaction,
and employee retention, reducing costly recruitment cycles.

. Harmonizing Individual and Organizational Goals: A leader-manager aligns individual

career aspirations with overarching corporate objectives, creating a unified corporate purpose.
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Q.4 What is Motivation? Explain equity theory and goal-setting theory in detail.
(20 Marks)

Answer

1. Definition of Motivation

Motivation is the psychological process that energizes, directs, and sustains behavior toward a goal.
It consists of three key elements:

e Energy: A measure of drive, intensity, and vigor.
¢ Direction: Effort channelled in a direction that benefits the organization.

e Persistence: Sustained effort over time until objectives are attained.

2. Equity Theory (J. Stacy Adams)
A. Core Concept

J. Stacy Adams’ Equity Theory proposes that employees evaluate workplace fairness by comparing
their own Input-to-Outcome ratio against the Input-to-Outcome ratio of relevant Referent Others
(coworkers, industry peers, or past personal experiences).

e Inputs (I): What the employee contributes (e.g., effort, education, experience, hours worked,
loyalty, specialized skills).

e Outcomes (O): What the employee receives in return (e.g., salary, recognition, bonuses, pro-
motions, job titles, office space).

B. Mathematical / Conceptual Ratio Comparison

Outcomesger  Outcomesgeferent

InputSSelf IHPUtSReferent

Equity State:

C. Perceived States of Equity and Inequity

1. Equity (Fairness): Ratios are equal. The employee feels fairly treated and maintains current
performance.

2. Under-reward Inequity (Under-payment): Ratio is lower than referent’s ratio (% < %)

The employee feels underappreciated, resentful, and demotivated. '
3. Over-reward Inequity (Over-payment): Ratio is higher than referent’s ratio (% > %) The
employee may feel guilty, though cognitive rationalization usually adjusts this perception.
D. Behavioral Responses to Inequity

When employees perceive under-reward inequity, they act to restore equity by:

e Reducing inputs (working slower, taking longer breaks).

e Attempting to increase outcomes (demanding raises, filing grievances).
e Distorting perceptions of self or others cognitively.

e Changing the referent comparison person.

e Quitting their job or requesting transfers.
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3. Goal-Setting Theory (Edwin Locke)
A. Core Concept

Edwin Locke’s Goal-Setting Theory asserts that specific and challenging goals lead to higher per-
formance than vague goals (such as “do your best”) or no goals at all, provided the goals are accepted
by the employee.

B. Key Principles of Effective Goal Setting

1. Goal Specificity: Concrete, measurable targets (e.g., “increase sales by 12% in Q3”) focus
attention and effort better than generalized requests.

2. Goal Difficulty (Challenge): Harder goals mobilize higher effort, persistence, and focus than
easy goals, up to the limit of employee ability.

3. Goal Acceptance and Commitment: Employees must genuinely accept and commit to goals.
Participative goal setting enhances commitment.

4. Feedback: Regular feedback on progress is necessary to allow employees to adjust their strategies
and effort.

5. Self-Efficacy: An individual’s belief in their capability to perform a task. High self-efficacy
increases perseverance when facing challenging goals.
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Q. 5 What do you understand by the term ‘controlling’? Explain the control process.
(20 Marks)

Answer

1. Definition and Meaning of Controlling

Controlling is the process of monitoring, comparing, and correcting work performance across an
organization. It ensures that organizational activities are performed as planned and that goals are
achieved efficiently and effectively.

Controlling provides the essential final link in the functional chain of management (POLC frame-
work). Without effective control systems, managers cannot verify whether organizational plans are
being executed accurately or whether strategic goals are being realized.

2. The Step-by-Step Control Process

The control process is a continuous, 3-step management cycle (often prefaced by goal establishment)
used to regulate organizational performance.

THE CONTROL PROCESS STEPS

1. Step 1: Measuring Actual Performance
2. Step 2: Comparing Actual Performance Against Standards

3. Step 3: Taking Managerial Action

Step 1: Measuring Actual Performance
To determine actual performance, a manager must first gather performance data.
¢ How We Measure (Sources of Information):
1. Personal Observation: Firsthand inspection (MBWA — Management By Wandering Around),
providing unfiltered insights but subject to personal bias.

2. Statistical Reports: Data tables, performance graphs, and computer dashboards.
3. Oral Reports: Meetings, conferences, and one-on-one interviews.
4. Written Reports: Formal performance evaluations, financial statements, and audit logs.

¢ What We Measure: Selecting the right metrics is critical (e.g., unit cost, defects per million,
employee turnover, customer satisfaction scores). What gets measured gets done.

Step 2: Comparing Actual Performance Against the Standard

This step determines the degree of variation between actual performance and the predetermined stan-
dard or benchmark established during the planning phase.

¢ Range of Variation: Some variance between standard and actual results is normal in operational
environments. Managers establish an acceptable Range of Variation (upper and lower tolerance
limits).

e Management by Exception: Managers focus attention on significant deviations outside the
acceptable range, rather than reviewing minor, normal operational fluctuations.
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Step 3: Taking Managerial Action

Based on the comparison in Step 2, managers select one of three courses of action:

1. Do Nothing: If actual performance falls within the acceptable range of variation, no action is
required.

2. Correct Actual Performance: If performance falls significantly short of standards, the man-
ager takes corrective action:

e Immediate Corrective Action: Solves the problem right away to get performance back on
track (e.g., replacing defective machinery, reassigning staff).

e Basic Corrective Action: Analyzes how and why performance deviated (root-cause analysis)
to prevent recurrences.

3. Revise the Standard: If performance consistently exceeds or falls far short of standards due
to unrealistic targets, systemic changes, or altered environmental conditions, the standard itself
must be adjusted upward or downward.
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