2017/0DD/10/29/MBAC-107/101

PG Odd Semester (CBCS) Exam., December 2017

BUSINESS ADMINISTRATION
( 1st Semester )
Course No. : MBACC-107
( Business Communication and Soft Skills )

Full Marks : 70
Pass Marks : 28

Time : 3 hours

The figures in the margin indicate full marks
for the questions

1. Define self-awareness. Describe the Johari
Window model as a tool for understanding
and training self-awareness. 4+10=14

2. CASE :
Goodwill Corporation Ltd.

The President of Goodwill Corporation Ltd.,
Mr. Arnab Mukherji, wanted to facilitate
upward communication. He believed an
open-door policy was a good option. He
announced that his door was open to all
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employees and encouraged senior managers
to do the same. He felt this would give him a
way to get early warning signals that would
not be filtered or redirected through the
formal chain of command. Mr. Mukherji
found that many employees who used the
open-door policy had been with the company
for years and were comfortable talking to the
President. Sometimes messages came through
about inadequate policies and procedures.
Mr. Mukherji would raise these issues and
explain any changes at the next senior
managers’ meeting. The most difficult
complaints to handle were those from people
who were not getting along with their bosses.

One employee, Anand, complained bitterly
that his manager had overcommitted on
behalf of the department and put everyone
under tremendous pressure. Anand argued
that long hours and low morale were major
problems. However, he would not allow
Mr. Mukherji to either bring the manager
into the discussion or seek out other
employees to confirm the complaint. Although
Mr. Mukherji suspected that Anand might be
right, he could not let the matter lie and said,
“Have you considered leaving the company?”
This made Anand realize that a meeting with
his immediate boss was unavoidable.
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Before the three-party meeting, Mr. Mukherji
contacted Anand’s manager and explained
what was going on. He insisted that the
manager come to the meeting willing to listen
and without hostility towards Anand. During
the meeting, Anand’s manager listened
attentively and displayed no ill will. He
learned the problem from  Anand’s
perspective and realized he was over his
head in his new job. After the meeting, the
manager said he was relieved. He had been
promoted into the job from a technical
position just a few months earlier and had no
management or planning experience. He
welcomed Mr. Mukherji’s offer to help him
do a better job of planning.

Answer the following case questions :

(a) What  techniques increased  Mr.
Mukherji’s communication effectiveness? 3

(b) Do you think that an open-door policy
was the right way to improve upward
communication? What other techniques
would you suggest? 2+3=5

(c) What problems do you think an open-
door policy creates? Do you think many
employees are reluctant to use it? Give
reasons for your answer. 3+3=6

OR

Discuss the barriers that may lead to
communication breakdown in an organization. 14
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4. You are the General Manager of Bharat
Electric Company. Your company manu-
factures room-coolers of different capacities
for commercial use. Write a Sales Letter to
your prospective client promoting your
product, along with offers and discounts.
Write the letter in semi-block form.

5. What is etiquette? Why is business etiquette
important for a manager? Highlight the basic

business e-mail etiquettes. 2+4+8=

OR

6. You are going to appear for an interview of
a reputed MNC for the post of Assistant
Manager Sales. What are general preparations
you will follow for the interview? Highlight the
factors that will contribute towards the

success of your interview. T+7=

7. Write short notes on the following : T+7=

(a) Rapid reading
(b) Note faking
OR

8. Elaborate the importance of stress
management in present-day organizations.
Mention the individual coping strategies to

manage stress. 4+10=
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