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PART A

(Answer all questions. Each question carries 2 marks)

Examine why stereotyping is considered a perceptual error.
List out any two differences between formal and informal groups.

Explain contingency approach to Organizational behavior.

What is burnout? List any two strategies organizations should adopt to
reduce employee burnout.

List any four key characteristics of effective conflict resolution.

PART B

(Answer any 3 questions. Each question carries 10 marks)
Explain the challenges and opportunities managers have in applying
organizational behavior concepts using approaches to organizational behavior
with suitable examples.
Applying the perceptual process for an individual in an organization select
those errors which he/she might be coming across in an organization
generally, explain how it impacts organization culture.
a)What do you understand by high performance teams? How you can
transform individuals to effective team players ?-Marks(5)
b)Explain the elements of transactional analysis with the help of an example
What is social loafing and its challenges? How would you tackle such
employees in your team?- Marks(5)
Discuss approach-avoidance style of conflict management with example. As a
manager would you like to promote or avoid conflicts? Justify.

PART C
(Compulsory question, the question carries 20 marks)

Jannet Alvarez ate dinner slowly and without enthusiasm. Johnans, her
husband of only a few months, had learned that Jannet’s “blue funks” were
usually caused by her job. He knew that it was best to let her work out the
problem alone. He excused himself and went to watch TV. Jannet poked at her
dinner, but the large knot in her stomach kept her from eating much.
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She had been very excited when Esther Brown had approached her about
managing his small interior decorating firm. At the time, she was a loan officer
for a local bank and knew Esther through his financial dealings with the bank.
As Esther explained to her, his biggest problem was in managing the firm’s
financial assets, mostly because the firm was undercapitalized. It was not a
severe problem, he assured her. “Mostly,” he had said, “it’s a cash flow
problem. We have to be sure that the customers pay their accounts in time to
pay our creditors. With your experience, you should be able to ensure a timely
cash flow.”

Jannet thought this was a good opportunity to build her managerial skills,
since she had never had full responsibility for a company. It also meant a
substantial raise in salary. After exploring the opportunity with Johnans, she
accepted the job. During her first week with Esther, she discovered that the
financial problems were much more severe than he had led her to believe. The
firm’s checking account was overdrawn by about $40,000. There was a
substantial list of creditors, mostly companies that sold furniture and
carpeting to the firm on short-term credit. She was astonished that this
financial position did not seem to bother Esther.

“All you have to do, Jannet, is collect enough money each day to cover the
checks we have written to our creditors. As you’ll see, I'm the best sales rep in
the business, so we have lots of money coming in. It’s just a matter of timing.
With you here, we should turn this problem around in short order.” Jannet,
despite her misgivings, put substantial effort into the new job. She worked late
almost every day and began to realize that it was more than simple cash-flow
timing. For example, if the carpet layers made an error or if the furniture came
in damaged, the customer would refuse to pay. This would mean that the
customer’s complaint must be serviced. However, the carpet layers disliked
correcting service complaints, and furniture reorders might take several
weeks.

Thus, Jannet personally began to examine all customer orders at crucial
points in the process. Eventually this minimized problems with new orders,
but there remained a large number of old orders still awaiting corrections.
Jannet also arranged a priority system for paying creditors that eased some
financial pressures in the short run and that would allow old, noncritical debts
to be repaid when old customer accounts were repaid. After six months, the
day arrived when the checking account had a zero balance, which was
substantial progress. A few weeks later, it actually had a $9000 positive
balance. During all this time Jannet had made a point of concealing the
financial status from Esther. But with the $9000 positive balance, she felt
elated and told Esther.

Esther was ecstatic, said she had one a remarkable job, and gave her an
immediate raise. Then it was Jannet’s turn to be ecstatic. She had turned a
pressure packed job into one of promise. The future looked exciting, and the
financial pressures had developed into financial opportunities. But that was
last week.

This morning Esther came into Jannet’s office and asked her to write him a
check for $30,000. Esther said everything was looking so good that he was
buying a new home for his family. Jannet objected violently. “But this will
overdraw our account by $ 21,000 again. I just got us out of one hole, and you
want to put us back in. Either you delay the home purchase or I quit. I'm not
going to go through all the late nights and all the pressure again because of
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some stupid personal decision you make. Can’t you see what it means for the
business to have money in the bank?”

“No, I can’t!” Esther said sternly. “I don’t want to have money in the bank. It
doesn’t do me any good there. I'll just go out and keep selling our services, and
the money will come in like always. You've proved to me that it’s just a matter
of timing. Quit if you want, but I'm going to buy the house. It’s still my
company, and I'll do what I want.”

Questions:

a) Other than quitting, what can Jannet do to resolve the problem? What
learning and perception factors should she consider as she analyzes the
situation? Marks (8)

b) Compare and contrast the personality traits of Jannet and Esther and
Marks (8)

c) Analyse the leadership role of Esther and explain Esther’s leadership style.
Marks (4)
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