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Chapter 4: Planning 

 
Planning involves setting objectives and developing appropriate course of action to achieve 
those objectives.  
 
Features of Planning 
 Planning focuses on achieving objectives as it is purposeful activity that focuses on 

predetermined specific goals 
 Planning is a primary function of management as it lays down the base for the other 

functions of management 
 Planning is pervasive as it is necessary in every level of management and also in every 

department of the organisation 
 Planning is continuous as after the plans for a specified period are achieved, new plans 

are drawn for the future 
 Planning is futuristic as it involves preparing the organization to meet the future events 

effectively and efficiently 
 Planning involves decision making as it involves selection of best goals and also 

selection of best alternative course of action to meet the goals 
 Planning is a mental exerciseas it requires the manager to have adequate foresight, 

intelligence  and sound judgment  
 
Process of Planning 
 Setting objectives involves setting specific, measurable and time bound targets for each 

department and employees 
 Developing premises involves making certain assumptions about the future about 

demand for the product, policy change, interest rates tax rates etc 
 Identifying alternative courses of actions that could be taken up to meet the targets  
 Evaluating alternative courses by measuring the likely positive and negative points  

including risk-return trade off, EPS, dividend, interest etc 
 Selecting  an alternative by adopting the best plan that is most feasible, profitable and 

has least negative outcomes 
 Implementing the plan involves other managerial functions by organizing machine, 

material, labour etc 
 Follow up action involves monitoring the actual performance as per the plan or 

standards set 
 
Importance of Planning 
 Planning provides direction every employee is clear about the goals and how to achieve 

them in an efficient and effective manner 



 Planning reduces the risk of uncertainty as it involves forecasting the changes or 
uncertain event in the future 

 Planning reduces overlapping and wasteful activities as it coordinates activities 
between different departments and individuals and also eliminates wasteful activities 

 Planning promotes innovative ideas as it explores new ideas  
 Planning facilitates decision making as it involves selection of best goals and also 

selection of best alternative course of action to meet the goals 
 Planning establishes standards for controlling as it involves setting of standards (goals) 

on the basis of which actual performance is measured, compared and deviations corrected 
 

Internal Limitations of Planning 
 Planning leads to rigidity when the predetermined plans are followed even when the 

circumstances may have changed 
 Planning may not work in a dynamic environment as the forces affecting constantly 

change and the organisation may not be able to predict each change accurately  
 Planning reduces creativity as the lower level managers are required to follow the plans 

set by the top management without any deviation 
 Planning involves huge costs in terms of time and money, as a they are checked and 

rechecked for accuracy with the help of professional experts  
 Planning is a time consuming activity and the opportunity may be lost by the time the 

plans are ready for implementation 
 Planning does not guarantee success especially if the management is laid back in its 

execution simply because the plans had worked the previous time 
 
External Limitations of Planning 
Sometimes plans fail due to the following limitations on which the management has no 
control : 

 Natural Calamity such as earthquake, tsunami, floods may result in failure of 
plans 

 Change in competitor’s policy that was not predicted on time by the manager 
may lead to the failure of plans 

 Change in taste/fashion/trend in the market that is against the expectations of the 
planners may lead to failure of plans 

 Change in technologies may also result in failure of plans 
 Change in government or economic policies may lead to failure of plans if the 

changes are not anticipated  
 

Types of Plans 
 Single use plan is developed for a one-time event or project and cannot be repeated in 

future. For Example : Budgets and Programmes 
 Standing Plan is used for activities that occur regularly over a period of time and helps 

to improve efficiency in routine decision making. For example: Policy, Rules, Method, 
Procedure 

 Strategies and Objectives are neither single use nor standing plans 
 
 



Types of Plans on the basis of what the plan seeks to achieve: 
 Objective are ends towards all activities are directed. 
 Strategy is a comprehensive plan drafted by the top management keeping in mind the 

business environment 
 Policy is organisation’s general response to a particular problem to address it 
 Rules are code of conduct or general instructions to create a disciplined environment in 

the organisation 
 Procedure are sequence of steps to be followed in an exact manner to accomplish an 

activity 
 Method is a systematic way of doing a routine or repetitive job  
 Budget is the statement of expected result expressed in numeric terms 
 Programme is a combination of other plans like objectives, policies, rules procedures etc 

that are aimed at accomplishment of a particular project 
 
 
Answer the following questions: 
 
Q. 1. Laxmi Chemicals Ltd., a soap manufacturing company wanted to increase its market share from 
30% to 55% in the long run.  A recent report submitted by the Research & Development Department of 
the company had predicted a growing trend of herbal and organic products.  On the basis of this report 
the company decided to diversify into new variety of soaps with natural ingredients having benefits and 
fragrances of Jasmine, Rose, Lavendear, Mogra, Lemon Grass, Greed Apple, Strawberry etc.  The Unique 
Selling Proposition (USP) was to promote eco-friendly living the contemporary life style.  The company 
decided to allocate Rs. 30 crores to achieve the objective. 

Identify the type of one of the functions of management mentioned above which will help the company 
to acquire dominant position in the market.                                                                                                           1  

  

Q. 2. Suhasini a home science graduate from a reputed college has recently done a cookery course. She 
wished to start her own venture with a goal to provide ‘health food’ at reasonable price.  She discussed 
her idea with her teacher (|mentor) who encouraged her.  After analyzing various options for starting her 
business venture, they shortlisted the option to sell ready made and ‘ready to make’ vegetable shakes and 
sattu milk shakes.  Then they both weighed the pros and coris of both the shortlisted optins. 

1. Name the function of management being discussed above and give any one of its characteristics. 

2. Also briefly discuss any three limitations the function discussed in the case.                                      5 

  

Q. 3. A company is manufacturing garments.  The manager wants to increase profits by purchasing new 
high speed machines or increasing the sale price or using waste material in manufacturing stuffed toys. 

He decided that ‘using waste material’ to increase the profit is the best solution for him. 

1. Identify the concept of management involved. 

2. Mention the steps involved in the above process by quoting the line from the question. 

3. To complete the process of the concept identified in (a), what two next steps does the manager have 
to take?  Explain.                                                                                                                                       6 

  

Q. 4. Two year ago, Madhu completed her degree in food technology.  She worked for sometime in a 
company that manufactured chutneys, pickles and murabbas.  She was not happy in the company and 
decided to have her own organic food processing unit for the same.  She set the objectives and the targets 
and formulated an action plan to achieve the same. 

One of her objectives was to earn 10% profit on the amount invested in the first year. It was decided that 
raw materials like fruits, vegetables, spices, etc. will be purchased on three months credit from farmers 



cultivating only organic crops.  She also decided to follow the steps required for marketing of the 
products through her own outlets.  She appointed Mohan as the Production Manager who decided that 
exact manner in which the production activities were to be carried out.  Mohan also prepared a statement 
showing the number of workers that will be required in the factory throughout the year.  Madhu informed 
Mohan about her area wise sales target for different products for the forthcoming quarter.  While working 
on the production table, a penalty of Rs. 100 per day for not wearing caps, gloves and apron was 
announced. 

Quoting lines from the above paragraph, identify and explain the different types of plans discussed. 

  

Q. 5. During partition, Kundan Lal came to Mumbai from Lahore with a lot of wealth.  Keeping in view 
his innate ability to visualize and create things, he decided to work as a junior assistant in a film 
studio.  Over a period of time, as he gained experience and his work was well acclaimed, he decided to 
set up his own film studio.  Initially he was himself looking into every aspect of the business, but as his 
work increased manifolds and his own productivity reduced with age, he hired Jummy as manager.  Jimmy 
being immature in his work started giving bookings for the studio haphazardly.  He would never decide 
anything in advance or do any kind of forecasting of events.  This led to lot of confusions and 
conflicts.  As a result, the goodwill earned by Kundan Lal over the years began to decline. 

In context of the above case: 

1. Identify and explain the function of management which Jimmy failed to perform by quoting lines 
form the paragraph. 

2. Describe briefly any two features of the function of management as identified in part (a). 

  

Q. 6. After completing a diploma in Bakery and Patisserie, Payal sets up a small outlet at Goa Airport to 
provide a healthy food option to the travellers.  To begin with, she has decided to sell five types of patties, 
three type of pizzas and low sugar muffins in four flavours.  Thus, by deviding in advance what to do 
and how to do, she is able to reduce the risk of uncertainty and avoid overlapping and wasteful 
activities.  But sometimes her planning does not work due to some unavoidable circumstances like 
cancellation of flights due to bad weather conditions, government alert etc. which adversely affects her 
clientele. 

In context of the above case: 

1. Identify and explain the points highlighting the importance of planning mentioned in the above 
paragraph. 

2. Describe briefly the limitation of planning which adversely affects Payal’s business. 

  

Q. 7. Rahul, a worker, is given a target of assembling two computers per day.  Due to his habit of doing 
things differently, an idea struck him which would not only reduce the assembling time of computers but 
would also reduce the cost of production of the computers.  Rahul’s supervisor instead of appreciating 
him, ordered him to complete the work as per the methods and techniques decided earlier as nothing 
could be changed at that stage. 

The above para describes one of the limitation of planning function of management.  Name that 
limitation.                                                                                                                                         1  

  

Q. 8. ABC Ltd. has a plan of increasing profits by 20%.  It has devoted a lot of time and money to this 
plan.  But the competition starts increasing, so it could not change its plan to b eat its competitors because 
huge amount of money had already been devoted to the pre-decided plan.  It caused losses to the company. 

Explain any two limitations of planning highlighted in the above case.  Also, quote the lines from 
it.                                                                                                                                                                  4  

  

Q. 9. In ‘Chak De India’ movie, Shahrukh Khan becomes the coach of the girls’ hockey team.  He knows 
that he has to prepare the girls for the international hockey matches and bring the world cup after 
winning.  For this he prepares a long-team plan and thinks the ways how to bet the competitors.  He 



coaches the girls to play in different ways like defensive, offensive, etc.  at the outset of a match he 
explains who will open the match, and how the ball will be passed by one player to another step by step. 

Identify four types of plan that are highlighted in the above case, quoting the lines from it.                          4 

 
Q. 10. Flipkart is an e-commerce company founded in the year 2007 by Sachin Bansal and Binny 
Bansal.  The company is registered in Singapore, but has its headquarters in Bangaluru, India.  The 
company seeks to increase traffic (more clicks on their products) and boost sales and revenue through 
integration of Mobile Apps, Display, Pay Per Click and search Engine Optimization.  In order to dispel 
the feat of people related to shopping online, Flipkart was the first company to implement to popular 
‘Cash on Delivery’ facility.  All the products sold by the company under a particular category may have 
different return/replacement period.  Flipkart allows multiple payment options such as cash on delivery, 
credit or debit card transactions, net banking, e-gift voucher and card swipe on delivery.  The company 
operates both ways when an order is received.  The products for which it holds inventory are dispatched 
by it directly.  For the products they do not store in inventory, they just send the order received by them 
to the supplier who ships it.  The company plans to spend about Rs. 75 crores on e-Commerce advertising 
in the year 2016.  Flipkart reserves the right to terminate your membership and/or refuse to provide you 
with access to the website if it is brought to Flipkart’s notice or if it iis discovered that you are under the 
age of 18 years.  This is because as per the Indian contract Act, 1872, the minors, un-discharged 
insolvents, etc. are not eligible to use the website. 

In context of the above case, identify and explain the different types of plans being used by Flipkart by 
quoting lines the paragraph. 

  

Q. 11. An electronic company is facing a problem of declining market share due to increased competition 
from other new and existing players in the market.  Its competitors are introducing lower price models 
for mass consumers who are price sensitive.  For quality conscious consumers, company is introducing 
new model LED TV and DVD players with added features and new technological advancements.  For 
this, the company raises extra funds Rs. 5 crore form banks. 

Name the type of plan the company is preparing.  State the steps which the company follows to implement 
this plan quoting the line from the above para.       4 

  

Q. 12. Arush joins as a sales manager of a company dealing in naturotherapy produces.  Being proficient 
in his work, he knew that without good planning he will not be able to organise, direct, control or perform 
any of the other managerial functions efficiently and effectively.  Only on the basis of sales forecasting, 
he would assist in the preparation of the annual plans for its production and sales.  Besides, he will have 
to prepare sales plans regularly on weekly, monthly, quarterly and half yearly basis.  While preparing the 
sales forecasts, he undertakes intellectual thinking involving foresight, visualization and issued 
judgement rather than wishful thinking or guess work. Most importantly, all these planning activities will 
be meaningful only if they will coincide with the purpose for which the business is being carried out. 

In context of the above case, identify the various features of planning highlighted in the above paragraph 
by quoting lines from it. 

  

Q. 13. Zyesha Ltd. is a company which manufactures leather bags.  The CEO of the company wants to 
increase their sales and earn more profits.  The consulted with a management consultant who suggested 
the top management of the company tow rok hard in thinking about the future in making business 
prediction and achieve the targets since the business environment keeps on changing whether in terms of 
technological improvement, shifts in consumer preferences or entry of new competitors in the market. 

1. Identify and state the concept of management discussed in the para. 

2. State the characteristic feature of business environment highlighted in the above 
para.                                                                                                                                            3 

  

Q. 14. Lira Ltd. is a company manufacturing designer socks.  While making its plan, the company takes 
into consideration the business environment.  It constantly adapt itself to changes in environment by 



making changes in its plan.  However, it becomes difficult for the managers of the company to accurately 
foresee future trends in the environment.  Competition in the market upsets its financial plans; then sales 
targets have to be revise3d and, accordingly cash budgets also need to be modified since they are based 
on sales figures. 

1. What characteristic features of business environment are highlighted in the above lines?  State any 
two. 

2. State and explain the limitation of planning highlighted in the above lines. 

3. Identify any two types of plan mentioned in the above pare by quoting the lines from 
it.                                                                                                                                                6 

  

Q. 15. Pan Masala and Sons is a manufacturer of tobacco products. It decided to increase profits by at 
least 20% in the next quarter.  It has many options: 

1. To increase the working hours of labourers without additional payment. 

2. To employ children from the local community. 

3. To sell its products outside the schools and colleges. 

It opted the (ii) and (iii) options to achieve the target. 

1. Identify the function of management described in the above para. 

2. State the steps of the process involved in the function of management identified in (a) quoting the 
lines from the above para. 

3. State any two values neglected by the organisation                                                                       6 

  

Q. 16. A reputed car manufacturing company in NCR is facing the problem of decline in its market share 
due to its internal mismanagement.  Therefore it has planned to increase its production capacity at its 
Gurgaon plant by manufacturing low price eco-friendly cars for price sensitive consumers and introducing 
new models with added features for quality conscious consumers.  For this the company issues shares to 
the public and raises Rs. 150 crore. 

The company purchases more machinery required to increase production. 

1. Identify the type of plan the company is preparing. 

2. State the steps involved in this plan quoting the lines from the above case. 

3. State any one value which the company wants to communicate to the society.                                     5 

  

Q. 17. ‘Agile Ltd.’ is a well-known automobile manufacturing company in India. The company plans to 
increase the sale of its sedan cars by 20% in the next quarter.  In order to achieve the desired target, the 
marketing team of the company considers the impact of policy of the government towards diesel vehicles 
and the level of competition in this segment of cars.  They explore the various available option like 
offering more discount to dealers and customers, providing more customer friendly finance options, lucky 
draws on test drives, increasing advertising, offering more of free accessories on the purchase of the car, 
etc.  a thorough analysis of the various available options is done keeping in view the relative viability of 
each option.  The company decides to pursue the option of offering more discount to dealers and 
customers in order to boost the sale of sedan cars.  In order to implement the plan,, they determine the 
various discount packages and communicate the same to their product dealers.  To make the prospective 
consumers aware about the new available benefits, advertisements are made through various sources of 
print and electronic media.  The market analysts of the company keep a close watch on the revenue from 
the sedan cars to study the effect of new initiatives by the company to promote its sales. 

In context of the above case: 

1. Name the function of management described in the above paragraph. 

2. Identify and explain the various steps involved in process the function of management as identified 
in part (a) by quoting lines from the paragraph. 

  



Q. 18. Palvinder, is working as a supervisor in Alpha Ltd. To achieve the target he wants to try a new 
method and different way of allocating the work.  His superior did not permit him and forced him to do 
the work strictly as per the plan. 

Name the limitation of planning indicated in above case. 

  

Q. 19. The management of ABC Ltd. set up the target of selling 10,000 units per week and made all their 
plans based on this target.  But due to change in technology adapted by competitors which reduced their 
cost, the ABC Ltd. could not achieve their target. 

(i) Identify the limitation of planning discussed in the above para. 

(ii) State any other two limitations. 

  

Q. 20. Alpha Ltd. spent a lot of money to hire specialized people for framing their plans and collecting 
important facts from environment.  The company cut done their cost by cancelling the employee’s trip 
for recreation. 

Name the limitation of planning mentioned in above para. 

  

Q. 21. ABC Ltd. announced a plan nobody would smoke in the organization premises and they further 
added that certain penalty will be imposed on employees, overlooking this.  

(i) Name the type of plan related to above para. 

(ii) Name the feature of that plan. 

 

Q. 22. Alpha Ltd. has a plan of increasing profit by 20%.  The company spent lot of time and money to 
frame and implement this plan.  The competition start increasing, so it could not change its plan to beat 
its competitors because huge amount of money is already spent.  State any two limitations of planning. 

  

Q. 23. ‘Natural disaster like floods in Gujarat has been responsible for failure of production and sales 
plans of Jindal Textile Industry.’ Which limitations of planning is highlighted in the given 
statement?  State any three such limitations.                                    (3) 

 
 
 

Chapter 8: Controlling 
 

Controlling refers to measurement of accomplishment against standards and the correction of 
deviation to assure the attainment of objectives according to the plans 
 
Controlling is a goal-oriented function because : 
 Controlling means ensuring that activities in an organisation are performed as per the 

plans. 
 Controlling also ensures that an organisation’s resources are being used effectively and 

efficiently for the achievement of predetermined goals 
Controlling function of a manager is a pervasive function because: 
 Managers at all levels of management- top, middle and lower-need to perform controlling 

functions to keep a control over activities in their areas.  
 Controlling is as much required in an educational institution, military, hospital, and a club 

as in any business organisation. 
Controlling is not the last function of management because: 
 It is a function that brings back the management cycle back to the planning function 



 The controlling function finds out how far actual performance deviates from standards, 
analyses the causes of such deviations and attempts to take corrective actions based on 
the same. 

  
Controlling Process 
 Setting Performance Standards by framing quantitative and qualitative standards 

towards which the organization strives to work 
 Measurement of Actual Performance in an objective and reliable manner through 

techniques like personal observation, sample checking, performance reports etc 
 Comparison of Actual Performance with standards to reveal the deviation between 

actual and desired or standardized result  
 Analysing Deviations to identify acceptable range of deviations especially in the key 

areas of the business 
o Critical Point Control involves focusing on Key Result Areas (KRAs) which 

are critical for the success of the business because if anything goes wrong with 
KRAs the entire organization suffers 

o Management by Exception is based on the principle that an attempt to control 
everything results in controlling nothing, and so the management focuses only on 
deviations that go beyond acceptable limits 

 Taking Corrective Action when deviations are beyond acceptable limits by a suitable 
solution such as training employees, hiring additional workers, etc or even rectifying 
standards set 

 

 
Answer the following questions: 
 
1. Define Controlling. 
2. Discuss the steps involved in the process of controlling. 
3. Define :a. Critical Point Control b. Management By Exception. 
 
 

Chapter 8: Controlling 
Importance of Controlling  
 Accomplishment of Organisational goals as it measures progress towards the 

accomplishment of goals, identifies deviations and indicates corrective action 
 Judging Accuracy of Standards as it reviews the standards keeping in mind internl 

performance and changes in the environment 
 Making Efficient Use of Resources by exercising control, managers minimize wastage 

of resources by adhering to standards 
 Improving Employee Motivation as employees know in advance what they are 

expected to do and what are the standards they must maintain 
 Ensuring Order and Discipline as controlling creates an atmosphere of order and 

discipline that minimizes dishonesty among employees 
 Facilitating Coordination in Action since each department and each employee is 

reviewed on the basis of predetermined standards which are well coordinated 
 
Limitations of Controlling  



 Difficulty in setting quantitative standards and so control system loses its effectiveness 
and makes measurement of performance and its comparison with standards difficult 

 Little control on external factors such as change in government policies, interest rates, 
taste and preference of consumers etc 

 Resistance from employees as it restricts their freedom especially when they are under 
strict observation 

 Costly affair as it involves a lot of expenditure, time and effort 
 
 

 
Answer the following questions: 
 
1. Discuss the importance of controlling. 
2. Discuss the limitations of controlling. 
3. Give reasons for the following: 

 Controlling is pervasive because______________________________________ 
 Controlling is a goal oriented process because____________________________ 
 Controlling is not the last function of management because__________________ 

 
 
 
Relationship between Planning and Controlling  
 
A. Planning and Controlling are inseparable twins of management 
 Controlling is not possible without existence of standards 
 There is no pint in planning if the standards are not going to be followed, which is 

ensured through proper system of controlling 
 

B. Planning and controlling are BOTH forward looking and backward looking 
 Planning is done for the future by forecasting future conditions and so planning is 

forward looking 
 Planning is guided by past experiences and corrective action suggested  through 

controlling and so planning is backward looking 
 Controlling is based on actual performance in the past as compared to standards and so 

controlling is backward looking 
 Controlling suggests corrective action for future plans and so controlling is forward 

looking 
 

C. Planning is clearly a prerequisite for controlling. 
 Without planning there is no predetermined understanding of the desired performance. 

 
D. Planning is thus, prescriptive whereas, controlling is evaluative. 
 Planning is basically an intellectual process involving thinking, articulation and analysis 

to discover and prescribe an appropriate course of action for achieving objectives. 
 Controlling, on the other hand, checks whether decisions have been translated into 

desired action. 



 
E. Planning and controlling are interrelated and, in fact, reinforce each other. 
 Planning based on the facts makes controlling easier and effective 
 Controlling improves future planning by providing information derived from past 

experience. 
 

 
Answer the following questions: 
 

Q. 1. Babita Ltd. is engaged in manufacturing machine components.  The target production is 250 units 
per day per worker.  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 200-210 units per worker. 

1. Name the function of management and identify the step in the process of this function which 
helped in finding out that the actual production of a worker is less than the set target. 

2. To complete the process of the function identified in (a) and to ensure the performance as per set 
targets, explain what further steps a manager has to 
take.                                                                                                5  

  

Q. 2. Rajeev and Sanjeev are managers in the same organization having different units.  While discussing 
about the function of management, Rajeev says “Planning is looking ahead whereas controlling is looking 
back.” But Sanjeev says, “Planning is looking back whereas controlling is looked ahead.” Both are giving 
reasons in favour of their statements. 

Explain the possible reasons given by both and justify who is correct.                                                      6  

  

Q. 3. ‘Saurashtra’ is a company involved in the export of indigenous food products like chutneys and 
pickles.. it has tied up with the small farmers in various states for sourcing of fruits and vegetables.  In 
this way it helps the small farmers to sell their produce at reasonable rates. The company follows a 
practice where only significant deviations from a budget or plan are brought to the attention of 
management.  The degree of deviations allowed in different categories in the budget are well defined in 
advance, along with the appropriate levels of managements who will respond to the deviations in 
question.  For example, a deviation of Rs. 20,000 or more in purchase costs will be reported to the 
concerned department manager. 

In context of the above case: 

1. Identify the principle of management control adopted by the company.  State the belief underlying 
this principle. 

2.   

Q. 4. Anubhav has set up an export house after completing his masters in fashion designing.  As the 
quality of the garment depends on the quality of raw materials used, he assures that the fabric meets the 
requirements by conducting a series of tests for the fabrics like shrinkage test, testing colour fastness to 
washing, colour fastness to light, colour fastness to perspiration etc. through laboratory tests.  Later on, 
at the production areas, fabric inspection is also conducted by stopping the production process.  The tests 
help to detect the deviations and also take corrective action.  Moreover,  the ensures that complete 
training about production work was given to every worker at the time of joining his export house. 

In context of the above case: 

1. Identify the function of management being performed by Anubhav by conducting tests to assure for 
the quality of the garments manufactured in his export house. 

2. Briefly explain the term ‘deviations.’ 

3. Give any three advantages of giving training to the employees. 

  



Q. 5. Atul and Ajay are good friends. They decide to set up a digital printing press together as both of 
them are compute wizards. They plan to offer various types of printed products including labels, manuals, 
marketing material, memo pads, business order forms, T-shirts, mugs etc.  They set standards for every 
aspect of their work in order to create an efficient working environment.  As per the standards, an average 
person types between 38 and 40 words per minute.  Keeping this in mind, they engage two typists Bitto 
and Raju and assign them work accordingly. Within two days, they realize the output in terms of typing 
work done by Raju is too less as compared to the desired output.  On inspecting, Atul finds out that Raju’s 
typing speed is between 18 and 20 words per minute only.  But Raju exhibits great skills in designing 
work and is a good human being.  Hence, Atul and Ajay decide to retain him for doing creative work and 
appoint a new typist. 

In context of the above case: 

1. Identify and explain the function of management being discussed here. 

2. List the steps involved in the function of management as identified in part (a). Also, quote the lines 
from the paragraph relating to each step. 

  

Q. 6. D & D Ltd. is a large manufacturing unit.  Recently, the company has conducted the ‘time’ and 
‘motion’ studies and concluded that on an average a worker could produce 120 units per day.  However, 
it has been noticed that average daily production of a worker is in the range of 80-90 units. 

Which function of management is needed to ensure that the actual performance is in accordance with the 
performance as per ‘time’ and ‘motion ‘studies?  State four features of this function of 
management.                                            5    

  

Q. 7. ‘A.S. Ltd.’ is a large company engaged in assembly of air-conditioners.  Recently the company had 
conducted the ‘Time’ and ‘Motion’ study and concluded that on an average a worker can assemble ten 
air-conditioners in a day.  The target volume of the company in a day is assembling of 1,000 units of air-
conditioners.  The company is providing attractive allowances to reduce labour turnover and 
absenteeism.  All the workers are happy.  Even then the assembly of air-conditioners per day is i800 units 
only.  To find out the reason the company compared actual performance of each worker and observed 
through C.C.T.V. that some of the workers were busy is gossiping. 

1. Identify the function of management discussed above. 

2. State those steps in the process of the function identified which are discussed in the above 
praragraph.                                                                                                                                        

  

Q. 8. A company ‘M’ Ltd. is manufacturing mobile phones both for domestic Indian market as well as 
for export.  It has enjoyed a substantial market share and also had a loyal customer following. But latterly 
it has been experiencing problems because its targets have not been met with regard to sales and customer 
satisfaction.  Also mobile market in India has grown tremendously and new player have come with better 
technology and pricing.  This is causing problems for the company.  It is planning to revamp its 
controlling system and take other steps necessary to rectify the problems it is facing. 

1. Identify the benefits the company will derive from a good control system. 

2. How can the company relate its planning with control in this line of business to ensure that its plan 
are actually implemented and targets attained? 

3. Give the steps in the control process that the company should follow to remove the problems it is 
facing. 

  

Q. 9. Alpha Ltd. was manufacturing Auto spare parts.  To improve the efficiency of employees the 
company provided training to their employees by inviting an expert who demonstrated the whole process 
of manufacturing.  The expert quoted that all deviations cannot be controlled, so manager must know 
which deviation in key areas must be attended urgently as compared to deviation in non-key area.  He 
also suggested that human beings are bound to brake mistakes as manager should not take strict action 



on every minute mistake of workers, rather he can fix a range of deviation and take action if deviation is 
above the specified large. 

1. Identify the functions of management referred above. 

2. Name the two ways of analyzing deviation mentioned above. 

3. Name the method of training used by the company. 

 

Q. 10. A critical point control (CPC) approach is followed by McDonald in the cooking and handling 
process so that any food safety threat can be prevented, eliminated, or reduced to an acceptable 
level.  Hence, continuous monitoring of activities are undertaken to ensure that the process is right at 
each critical point control.  The main principle followed for cooking at McDonald is “less amount many 
time” which can ensure the high quality and high fresh level of the food.  For instance, if your hamburgers 
have to be made, a worker cannot cook all the four hamburgers at one time.  The time figured out for 
making one hamburger is one hundred and forty-five seconds.  Moreover, nearly all foods in the 
McDonald have the specific holding time, the holding time for hamburgers is ten minutes and for French 
fries is seven minutes.  If it is not sold within that time it is thrown away.  Also, the temperature of the 
milk sent by t he supplier must b e under 40 c, otherwise, it will be returned. 

In context of the above case: 

1. Name the steps involved in the controlling process which is being discussed in the above lines. 

2. What do you understand by ‘critical point control’?  Explain. 

3. How does the controlling function of management help in accomplishing organizational goals and 
ensure efficient use of resources? 

  

Q. 11. Raghav started a take away eating joint in a nearby market.  His business was doing well.  He 
ensured that the food was properly cooked, a standard taste was maintained, packing of food was done 
effectively and the orders were executed on time.  But unfortunately he met with an accident and was 
advised three months bed rest.  In his absence, his cousin Rohit took charge of his business.  When he 
resumed his work after three months, he realized that his clientele had dropped.  The people were not 
happy with the services as the quality of food had deteriorated and the delivery time for orders had 
increased considerably.  All this was happening because most of his previous staff had left as Rohit used 
to adopt a very strict and authoritative approach towards them. 

In context of the above case: 

1. List any two aspects about his business that Raghav was controlling in order to make it successful. 

2. Explain briefly any two points to highlight the importance of the controlling function. 

3. Name and explain the style of leadership adopted by Rohit. (Based on Directing—Leadership) 

  

Q. 12. Mr. Nath, a recently appointed production manager of Suntech Ltd. has decided to produce jute 
bags instead of plastic bags as these are banned by the government. He set a target of producing 1000 
jute bags a day.  It was reported that the employees were not able to achieve the target.  Mr. Nath’s 
behavior is good towards the employees.  His attitude is always positive.  So he announced various 
incentive schemes for the employees like. 

- installing award or certificate for best performance. 

- Rewarding an employee for giving valuable suggestions. 

- Congratulating the employees for good performance. 

(a) Identify the functions of management highlighted in the above paragraph. 

(b) State the ‘incentive’ under which the employees are motivated. 

  

Q. 13. Joseph Bros. was a firm manufacturing jute lamp shades.  It uses left over jute pieces from various 
jute factories to manufacture economical lamp shades which are supplied to various hotels in nearby 
towns:  it employs men and women from nearby  villages as workers for creating good lamp shade 
designs. 



Joseph Bros., is not able to meet its targets. Namish, the supervisor of the company, was told to analyze 
the reasons for the poor performance.  Namish found following problems and suggested certain solution 
s in the working of the business. M the number of workers employed was les than what was required for 
the work.  As a result, the existing workers were overburdened.  The firm decided to search for new 
workers and it asked the present employees to introduce candidates or recommend their friends and 
relatives to the firm.  This enabled the firm in “putting people to jobs” and assured attainment of 
objectives according to plans. 

1. Identify the functions of management being performed by the firm in the above situation. 

2. Name the concept and its source used by the firm to attract more workers for the firm. 

  

Q. 14. A company was manufacturing ‘LED bulbs’ which were in great demand.  It was found that the 
target of producing 300 bulbs a day was not met by the employees.  On analysis, it was found that the 
workers were not at fault. Due to electricity failure and shortage of workers, the company was not able 
to achieve the set targets and alternative arrangements were needed. 

To meet the increased demand, the company assessed that approximately 88 additional workers were 
required out of which 8 would work as heads of different departments and 10 would work as subordinates 
under each head.  The required qualifications and job specifications were also enlisted.  It was also 
decided that necessary relaxation should be given to encourage women, persons from backward and rural 
areas and persons with special abilities to assume responsible positions in the organization.  All efforts 
were made to match the ability of the applicants with the nature of work. 

1. Identify the functions of management discussed above. 

2. State the two steps in the process of each function discussed in the above para. 

  

Q. 15. Airtech Ltd. is manufacturing mobile phones both for domestic Indian market as well as for 
export.  It has enjoyed a substantial market share and also had a loyal customer following.  But lately it 
has been experiencing problems because its targets have not been met with regard to sales and customer 
satisfaction. Also, mobile market in India has grown tremendously and new players have come with better 
technology and pricing.  This is causing problems for the company.  It is planning to revamp its 
controlling system and take other steps necessary to rectify the problems ikt is facing.  It also decides to 
offer its basis models of mobile phones at 50% discount to the poor people. 

1. State any two benefits the company with derive from a good control system. 

2. How can the company relate its planning with control in this line of business to ensure that its plan 
are actually implemented and targets attained. 

3. Give the steps that the company should follow to remove the problems it is facing. 

  

Q. 16. You are the manager of Bharti Chemicals Ltd. it is reported to you that postal expenses have 
increased by 10% over standard rates and cost of raw materials has increased by 2%.  Which of the two 
deviations will be more critical to you?              

  

Q. 17. Surbhi Ltd. produces safety pins on a mass scale.  The company’s policy is that at most 25 of the 
daily production could be defective.  Over a three months period, it has been observed that 8% - 10% of 
the production is defective.  The cause of deviation found is defective machinery.  What corrective action 
should be taken by the management? (1 mark) 

  

Q. 18. K & K Co. Ltd. is engaged in manufacturing machine components.  The target production is 200 
units daily.  The company had been successfully attaining this target until two months ago.  Over the last 
few 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 desired targets.  
 



Chapter 12: Consumer Protection 
 

Day 17 
 

Consumer: A ‘consumer’ is generally understood as a person who uses or consumes goods 
or avails of any service.  
 
Under the Consumer Protection Act, a Consumer is defined as: 
(a) Any person who buys any goods for a consideration for consumption but does not include a 
person who obtains goods for re-sale or any commercial purpose 
(b) Any person who buys any services for a consideration for consumption but does not include a 
person who obtains goods for re-sale or any commercial purpose 
 
 
The Consumer Protection Act, 1986 
 Right to Safety –Consumers have a right to be protected against goods that are potentially 

hazardous to life and property. 
 Right to be Informed- Consumers must exercise their right to have complete information 

about the product which is intended for purchase covering details with respect to quality, 
quantity, purity, standard, price etc. 

 Right to Choose –Every consumer has the freedom to choose from a variety of products 
at competitive price. 

 Right to be Heard – Every consumer is allowed tofile a complaint and be heard in case of 
a dissatisfaction with a product or service. 

 Right to Seek Redressal – Every consumer has a right to get a relief in the form of refund, 
replacement, compensation, etc, in case the product and services falls short of his or her 
expectation 

 Right to Consumer Education – Every consumer has the right to acquire knowledge and 
to be a well-informed consumer throughout life. 

 
Importance of Protection from the POV of Business  
 Long Term Self Interest–Business firms can aim at long term profit maximization 

through consumer satisfaction 
 Government Intervention– A business engaged in unfair and exploitative trade practices 

would invite unnecessary interference of the government 
 Business Uses Scarce Resources of the Society–Since business relies on the society for 

all its inputs, it has a moral responsibility to supply goods and services which are in public 
interest 

 Social Responsibility– Business organisations must exhibit its special responsibility 
towards all interest groups. 

 Moral Justification– Business firms must avoid unscrupulous and unfair tradepractices  
 
 
 
 Answer the following questions: 
1. Define a ‘consumer’ as per The Consumer Protection Act, 1986.    3 
 



2. Discuss the six consumer rights under The Consumer Protection Act, 1986.  6 
 
3. Harish purchased a medicine from ‘Hari Govind Medical Stores’ for his son who had 
high fever.  Even after giving the medicine his son’s condition did not improve and he 
had to be hospitalized.  Doctor informed Harish that the medicine given to his son was 
spurious.  Harish complained about this to ‘Hari Govind Medical Stores’.  As a result, 
‘Hari Govind Medical stores’ decided to file a complaint against the manufacturer in 
the consumer court.  
Can ‘Hari Govind Medical Stores’ do this?  Give reason.    1 
 
4. Discuss the importance of consumer protection from the point of view of a business. 
            5 
5. . Pragya bought an iron of a reputed brand for Rs. 1500 but it caused an electric 
shock while it was being used.  Pragya wants to exercise her ‘Right’.  Identify the 
‘Right under which she can be protected.      1 
 
6. Siddharth went to a shopkeeper to buy soap.  The shopkeeper forced him to buy a 
particular brand of soap out of various available brands, irrespective of the willingness 
of Siddharth.  Which right of Siddharth, as a consumer, has been 
exploited?                              
   1 
7. Harsh asked for a bottle of mineral water from a shopkeeper.  The maximum retail 
price printed on the bottle was Rs. 20 only whereas the shopkeeper was charging Rs. 
35.  In spite of many arguments the shopkeeper was not ready to sell the bottle for less 
than Rs. 35.  Harsh was in need of it and had no option except to buy.  Identify the 
‘Right’ which Harsh 
canexercise.                                                                                                         1 
 
8. Suman bought a box of cheese of a reputed brand a local shopkeeper.  On opening the 
box, she found a piece of stone in the cheese. She reported the matter to the shopkeeper 
who forwarded her complaint to the concerned company.  Within a week, the 
representative of the company visited Suman’s residence with an apology and as a 
replacement offered her a new cheese pack with four other varieties of cheese as 
compensation for the inconvenience to her. 

State the consumer right with Suman exercised.           1 
 
9. Manvendra always went to a specific shop to buy all consumable and non-consumable 
goods.  In this shop, a variety of products of different brands were displayed nicely and 
the sales person available also gave good sales presentations if required.  But this shop 
was quite far-off from his residence.  His friend Annant always wondered why Manvendra 
wastes to much time in going to that shop whereas there were many big brand shops 
situated near his residence having consumable and non-consumable goods. 

Annant asked Manvendra the reason of going to the particular shop.  Manvendra told 
that he was exercising one of his rights which he could not exercise in nearby big brand 
shops.  State the consumer’s right which Manvendra had exercised.    1 
 



10. ‘Vastra Ltd.’ is engaged in the manufacturing of apparel.  Over the years, it has 
became a popular brand due to its good product quality and exclusive designing.  The 
company plans to open its own retail showrooms in metropolitan cities in India.  In order 
to meet its financial needs it has offered for subscription an IPO of Rs. 4 lakh equity 
shares in the price band of Rs. 430 – Rs. 445 each.  As per the guidelines of SEBI, the 
company has provided a complete disclosure of the relevant details in its prospectus. 

1. Identify and explain the right of the consumer being fulfilled by the directives of 
SEBI in the above mentioned case.       1 

2. Briefly explain any two points highlighting the importance of consumer protection 
from the point of view of the businessmen.      2 

 

 
 
Importance of Consumer Protection from the POV of Consumers 
 Ignorance of Consumers –Consumer movement helped educate ignorant consumers 
 Unorganised Consumers –Consumer movement helped consumers form consumers 

associations or forums to safeguard consumers interest from exploitation in the hands of 
traders 

 Widespread Exploitation of Consumers –Consumer movement was necessary to end the 
continuous and widespread exploitation of consumers in the hands of traders 

 
Importance of Protection from the POV of Business  
 Long Term Self Interest–Business firms can aim at long term profit maximization 

through consumer satisfaction 
 Government Intervention– A business engaged in unfair and exploitative trade practices 

would invite unnecessary interference of the government 
 Business Uses Scarce Resources of the Society–Since business relies on the society for 

all its inputs, it has a moral responsibility to supply goods and services which are in public 
interest 

 Social Responsibility– Business organisations must exhibit its special responsibility 
towards all interest groups. 

 Moral Justification– Business firms must avoid unscrupulous and unfair trade practices  
 
Responsibilities of  a Consumer  
 A consumer must always insist for a cash memo or a bill on purchase of goods and services 
 A consumer must be adequately aware of the goods and services available to make an 

intelligent choice 
 An alert consumer must assert himself to ensure a fair deal 
 A consumer must buy only standardized products that have assured quality 
 A consumer must read labels carefully to gain accurate and complete information about 

the product 
 A consumer must be aware of the risks associated with the product and follow the 

guidelines for safety 
 A consumer must respect the environment and avoid adding to any kind of pollution 

 
 



Three Tier Mechanism for Redressal of Consumer Grievance 
 District Forum – Complaints with claims of compensation of Rs.20 lakhs and below  
 State Commission – Complaints with claims of compensation between Rs.20 lakh and Rs. 

1 Croreand appeals of parties dissatisfied with the verdict of District Forum 
 National Commission –Complaints with claims of compensation of Rs.1 crore and above 

and appeals of parties dissatisfied with the verdict of State Commission 
 
Supreme Court –Appeals of parties dissatisfied with the verdict of National Commission and 
with claims of compensation of Rs.1 crore and above 
 
Who can file a complaint? 
 Any consumer 
 Any registered consumers’ association 
 State or Central Government 
 One or more consumers on behalf of numerous consumers 
 A legal heir or representative of a deceased consumer 

 
______________________________________________________________________________ 
 
Answer the following questions: 
 
1. Discuss the importance of consumer protection from the point of view of a business. 5 
             
2. Discuss the importance of consumer protection from the point of view of a consumer. 5 
             
3. Discuss any six responsibilities of a consumer.      3 
 
4. Discuss the three tier mechanism for redressal of consumer grievances.   6 
 
5. As per The Consumers protection Act, 1986, who can file a complaint in the consumer courts? 
            2 
6. Under what circumstances can a consumer can go to the Supreme court?  2 
 
7. Your mother purchased a colour television for Rs. 70,000 without cash-memo from an 
authorized dealer of the manufacturer with a guarantee that the television will be replaced with a 
new one if any of its parts becomes defective within three months from the date of 
purchase.  Within 10 days a part of the television was burnt and on complaining the seller 
refused to replace the television.  Name the redressal agency under the Consumer Protection Act 
where your mother can file the complaint.                (cannot file a complaint-no evidence) 1 
 
8. Bajaj Auto Ltd. purchased a machinery for Rs. 5 crore from Priya Ltd. and found it 
defective.  Despite many complaints the defect was not rectified.  Suggest Bajaj Auto Ltd. the 
appropriate forum to file their complaint in the three-tier machinery under the Consumer 
Protectionact.                                                                                                            1                       
                                                        
 



9. Rahu Bali purchased a flat for Rs. 50 lacs and found it different from what was agreed.  He 
wants his money back.  Suggest him the appropriate authority to file his complaint in the three-
tier machinery under the Consumer Protection act, 1986.          1            
 
Ways and Means of Consumer Protection: 
 
1. Self Regulation by Business 
2. Business Associations 
3. Consumer Awareness 
4. Consumer Organisations 
5. Government 
 
Reliefs available to a Consumer 
The Consumer Courts may issue one or more of the following directions: 
 To remove the defect in goods or deficiency in service 
 To replace the defective product 
 To refund the price paid for the product or service 
 Not to offer any hazardous goods for sale 
 To pay a reasonable amount of compensation 
 To issue corrective advertisement to neutralize the effect of misleading advertisement 
 To withdraw hazardous goods from sale and seize manufacture of such goods 

 
Role of Consumer Organisation in Protection and Promotion of Interest of Consumers 
 Educating public about consumer rights 
 Publishing periodicals to impart knowledge on consumer rights 
 Carrying out comparative testing of consumer products and publishing results 
 Encouraging consumers to exercise their rights and protest 
 Providing legal assistance to consumers 
 Filing complaints for consumers 
 Filing complaints in the interest of the general public 

 
______________________________________________________________________________ 
 
Answer the following questions: 
 
1. Suryansh booked a flat through a private builder in Greater Noida, Uttar Pradesh at the 
cost of Rs.2 crores.  As per the terms of the contract, the builder promised to provide him 
with all the basis and modern amenities such as continuous electric supply, CCTV 
Camera, Club facility, good quality of water, good security etc.  although he was given 
the possession of the flat in time, the builder did not provide all the basic and common 
facilities which also included 3 tier security having CCTV camera coverage for each 
floor.  Suryansh kept complaining to the builder after possession of the flat for non-
installation of CCTV camera and other common and basic amenities as promised at the 
time of agreement, but the builder kept assuring him that he will do the needful and he 
need not worry.  After a month, Suryansh had to travel abroad, so he left his home with 
his flat duly locked.  But on his return, he found that his flat has been robbed and theft 
of Rs. 10,000 and jewellery worth Rs. 10 Lac had taken from place.  He complained to 



the builder that had CCTV cameras been installed, it would have been a deterrent and the 
theft would not have been taken place.  Also, CCTV would have ensured that no unwanted 
person would have entered the building.  When Suryansh discussed this incident with his 
friend Sooraj, who runs a consumer association, he advised him to file a case against the 
builder. 

In context of the above case: 

a. Name the right of consumer that Sooraj has advised Suryansh to exercise. 1 

b. State any three functions highlighting the role of a consumer association 3 

c. Discuss the different reliefs available to consumers.     3 
 
3. Discuss the role of consumer organisation in protection and promotion of interest of 
consumers.           6 
 
4. Bharti Airtel Limited is an Indian global telecommunications services company 
headquartered in New Delhi, India.  It operates in 20 countries across South Asia, Africa, 
and the channel Islands.  It provides GSM, 3G and 4G LTE mobile services, fixed line 
broadband and voice services depending upon the country of operation.  It is the largest 
mobile network operator in India and the third largest in the world with 325 million 
subscribers.  Its portal displays the following information 

“Airtel Mobile Customer Care – Call 121, 24-hr Airtel customer service number from 
your Airtel phone.  In case you don’t get satisfactory resolution of your query/complaint 
at the Airtel customer service centre, you can get in touch with Airtel Nodal officers with 
your complaint reference number and details of grievance.” 

In context of the above case: 

Identify and explain the right of the consumer being fulfilled by the company in the above 
mentioned case.          1 

 

5. Radhe Shyam moved from Muradabad to Mumbai to work as an artist in television 
serials.  On getting his first salary, he opened an account in a nearby commercial bank 
and also opted for ATM facility under ATM card.  After a few months, he lost his ATM 
Card and lodged a request with the bank for furnishing duplicate card.  Consequently, he 
was allotted duplicate ATM Card Number but that card was not given to him.  After a 
week, he received a SMS message on his mobile stating that sum of Rs. 10,000/- has been 
withdrawn form his account.  Since the duplicate ATM card was not given to him, he 
brought the debit entry in the notice of the bank.  The bank assured to repay that amount 
to him within 15 days after investigating the issue.  But, more than a month has passed 
sicne then and despite his persistent efforts the bank has not taken any action so far.  So, 
he files a case against the bank in the district forum.  The consumer court can issue a 
notice to the bank after being satisfied with the genuineness of the complaint and directs 
the bank to repay Rs. 10,000 to Radheshyam along with the compensation of Rs. 50,000. 

Name the rights exercised by Radheshyam in the context of the above case. 2 

 

6. In the year 2015, Under section 12(ID)  of the Consumer Protection Act, the Consumer 
Affairs Ministry had filed a suit in National Consumer Disputes Redressal Commission 



(NCDRC) against Nestle India, the manufacturer of Maggi noodles, seeking about Rs. 
640 crore in damages for alleged unfair trade practices, false labeling and misleading 
advertisements. 

In context of the above case: 

1. Name any two other two parties besides government who can file a case under 
Consumer Protection Act 1986.       2 

2. Why has the government filed a suit in National Consumer Disputes Redressal 
Commission (NCDRC) and at no other level of three tier redressal system? 2 

 

7. On her sister’s wedding, Radha decided to gift her gold earrings.  When she shared her 
plan with her husband, he showed her an article in the daily national newspaper under the 
heading “Jago Grahak Jago.”  The campaign included details about the various aspects 
that people must consider before buying any gold jewellery. 

a. Why do you think campaigns like “Jago Grahak Jago” are inserted in the 
newspaper?          1 

b. Name the right of consumer being fulfilled through this initiative of the 
government          1 

c. State any three responsibilities that Radha must discharge as an aware consumer 
while buying her  sister’s wedding gift.        3  
                                                                                                                              

8. After completing his education, Arman opened a small restaurant in a posh market to 
earn his livelihood.  In order to attract good clientele, he decided to install two air 
conditioners in the restaurant.  Since he didn’t have sufficient funds to buy air 
conditioners of a good brand, he bought two air conditioners from a local manufacturer 
in Janakpuri, Delhi for Rs. 20,000 each.  Later on, he found that the compressor of one 
of the air conditioner was not working properly.  Despite many complaints, the defect 
was not rectified by the manufacturer.  So, he feels very disappointed about the issue and 
wants to take a legal action against the manufacturer to not only get compensation but 
also to save other people from being duped by the local manufacturer. 

1. Name the redressal agency to which he can approach to file complaint against the 
local manufacturer.         1 

2. State any two directions which the consumer court can issue to the local 
manufacturer after being satisfied with the genuineness of the complaint. 2 

 

 
        
 
 
 
 

 
 
 


