
                        

 

 

                                         QUESTIONS 

 

NUMBER   ONE 

Van Garry  works as an accounts clerk in a large manufacturing organisation and has 
worked there for seven years. He is known as an unassuming individual who quietly 
goes about his work. Over recent months his workload has increased dramatically. 
Many members of the accounting team have been away from work due to 
discontentment and Van  has had to do their work also. 
Van  has tried explaining to his line manager, Theo Martins, how he and the 
accounting team feel about the absenteeism and the increase in workload. The feeling 
among the accounting employees is that the manager is not listening and ‘is following 
his own agenda’. Effective working relationships within the accounting department 
are now breaking down. 
Last week Van Garry had influenza and was away from work. He returned on 
Monday feeling tired and miserable. He has spent the last three days catching up on 
last week’s work in addition to undertaking the work of Sally Simpson, the purchase 
invoice clerk, who is currently away from work. 
It is 15.30 on Thursday and his line manager has just asked him to update the 
cashbook and reconcile it with the most recent bank statement. At this moment in 
time Van is working on inputting sales invoices and has approximately two hours 
work left on this project. Stopping now would mean that he would have leave the 
sales invoicing work and return to it tomorrow. He really does not want to do the new 
task now. Van feels that he has had enough pressure. He has endeavoured to 
communicate with Theo Martins  and although Van and the accounting department 
regard Theo Martins as possessing poor interpersonal skills, Van  feels that he must 
now do something. 
 
Required: 
With reference to the above scenario: 
 
(a)   When he communicates his feelings to Theo Martins, the line manager, Van 

Martins needs to distinguish between aggressive and assertive behaviour. In this 
situation, explain: 

 (i) the inappropriateness of aggressive behaviour;                  (3 marks) 
 (ii) the appropriateness of assertive behaviour.       (2 marks) 
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(b)  Explain whether Van Garry  has been displaying passive behaviour.         (3 
marks) 
(c)  Explain why Theo Martins, the line manager, needs to possess effective 

interpersonal skills.              (3 marks) 
(d) Explain why    Theo Martins , the line manager, needs effective interpersonal skills 

in the following specific areas: 
       (i) Motivation;            (3marks) 
       (ii) Negotiation;          (3 marks) 
     (iii) Team Building.            (3marks) 
          (Total: 20 marks) 
 

 

NUMBER  TWO 

An organisation is recruiting additional staff and has decided to compare the benefits 
of appointing existing internal staff with that of appointing external candidates. 
 
Required: 
a) Define and describe the advantages of internal promotion                 (5 marks) 
b) Define and discuss the advantages of external recruitment     (5 marks) 
c) Describe three factors that should be taken into account when deciding upon 

whether to use recruitment consultants.      (10 marks)  
        (Total:20 marks) 

 
NUMBER  THREE 

Exactly what constitutes the management task is often unclear or misunderstood. 
 
Required: 
(a) Explain the five main duties of a manager, according to the writer Henri Fayol.    
                                                                                                                       (10 
marks) 
(b) Explain the differences between the role of a supervisor and that of a manager.   
                                                                                                                       (10 
marks) 
          (Total: 20 marks) 
 
NUMBER   FOUR 

As organisations expand and the number of employees increase there is a need for 
delegation and  
 

Download more at www.ebookskenya.co.ke



Required: 
(a) Briefly explain what is meant by: 
 (i) Responsibility;          (3 marks) 
 (ii) Authority;          (3marks) 
 (iii) Delegation.           (3 marks) 
(b) Briefly explain the difference between authority and responsibility.     (4 marks) 
(c) Explain how effective delegation can be achieved.       (7 marks) 
          (Total: 20 marks) 

 
NUMBER   FIVE 

Motivation is fundamental to the task of management. 
 
Required: 
(a) What is meant by the term ‘process theory’ of motivation?      (5 marks) 
(b) What is meant by the ‘equity theory’ of motivation?      (5 marks) 
(c) Briefly describe the response an individual might have to feelings of negative 

inequity.  
                                        (10 marks) 

          (Total: 20 marks) 
 
NUMBER  SIX 

A key part of a manager’s job is communicating information to others. 
 
Required: 
(a) Explain the importance of good communication.                   (7 marks) 
(b) List five possible barriers to good communication.                   (5 marks) 
(c) Describe how these barriers to communication can be overcome.      (8 marks) 
          (Total: 20 marks) 
 
 
NUMBER   SEVEN 

“Performance Management’ is defined as a means of achieving better results by 
understanding and managing overall organizational performance. 
 
Required: 
Describe the five stages typically involved in the process of performance 
management. 
                                         (Total: 20 marks) 
 
NUMBER  EIGHT 
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All organisations need to recruit new employees. An important step in the process is 
the selection interview. 
 
Required: 
(a) Explain the purpose of the selection interview.        (8 marks) 
(b) Explain the advantages and the disadvantages of: 
     (i) the interview by one person defined as the face to face interview;    (6 marks) 
     (ii) the interview with many people defined as the panel interview.     (6 marks) 
          (Total: 20 marks) 
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NUMBER  ONE 

To get the best out of people, managers need to have effective communication skills. 
However, these skills are not always understood or practised correctly. In an 
accounting department where communication and accuracy are a vital part of the 
work managers need good individual communication skills. 
 
Professional accountants as managers need to understand the difference between 
aggressive and assertive behaviour. Often an exchange of communication can be 
interpreted as, or result in, a belligerent response from an employee. However, a slight 
difference in approach can communicate different feelings and achieve a more 
positive result. 
 
(a) (i) Aggressive behaviour is competitive and directed at ‘defeating’ someone else. It 

is standing up for oneself at the expense of other people. It is defending one’s 
rights but doing so in such a way that violates the rights of other people. 
Aggressive behaviour ignores or dismisses the needs, wants, opinions, feelings 
or beliefs of others. 
Characteristics of aggressive behaviour include: 
- Excessive ‘I’ statements 
- Boastfulness 
- Opinions expressed as fact 
- Threatening questions 
- Sarcasm and other throw-away remarks 
- Blame put on others 

Aggressive behaviour can be self defeating. It may cause such antagonism in the other 
party that they will refuse all cooperation. 
 
(ii) Assertive behaviour is based on equality and co-operation. It involves standing up 

for one’s own rights and needs but also respects the rights and needs of others. It 
is not ‘overbearing’ or aggressive but can be described as clear, honest and direct 
communication. 
Assertive individuals defend their rights in a way that does not violate another 
individual’s rights. They express their needs, wants, opinions, feelings and beliefs 
in direct and appropriate ways. 

 Characteristics of assertive behaviour include: 
- Statements that are short, clear and to the point 
- Distinctions are made between fact and opinion 
- Suggestions are not weighted with advice 
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- Constructive criticism without blame or assumptions 
- Questions to establish the wishes, opinions and thoughts of others 
- Ways of getting round problems 
- No ‘ought’ or ‘should’ 
- Sticking to first statement 
- Own feelings are expressed 

Assertive behaviour can achieve its objectives if it displays a willingness to deliver a 
mutual compromise as an aid to achieving a clear objective. 
 
(b)   People who display passive behaviour do not stand up for their rights because 

they think that other people are more important. The main aim of passive 
behaviour is to avoid conflict and to please others. Passive behaviour includes 
long, rambling statements, frequent justification, many apologies and self put-
downs; phrases that dismiss own needs such as ‘It’s not really that important’ and 
very few ‘I’ statements. 
From an employers’ point of view these passive people do as they are told, ask no 
questions and get the work done. However in some cases passive people can turn 
and then become aggressive rather than assertive. Passive employees often see 
other employees as better than themselves and can get frustrated which frequently 
leads to demoralisation and demotivation. 

 
 (c)  Interpersonal skills are those individual skills needed in any situation in which 

two or more people are involved. David Lowe, the line manager, needs 
interpersonal skills: 
- to inspire confidence in himself and subordinates 
- to be able to motivate individuals 
- to lead and control people to achieve the organisation’s goals 
- to understand and manage the many and diverse roles and perceptions in the 

workplace 
- to handle different relationships within the workplace 
- to understand individual attitudes to work and problems therein 
- to communicate clearly, effectively and competently 

(d) Motivation: is a fundamental task of management and good interpersonal skills 
ensure that staff know what is required of them. 
Negotiation: such skills are important in a business environment where traditional 
power or command structures do not exist or are inappropriate. 
Team Building: good interpersonal skills are used to inspire trust because a team 
works only where there is open and honest communication. 
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NUMBER  TWO 

 Recruitment of staff, especially if large numbers are involved, may be time consuming 
and a drain on resources. Additionally, the expertise may not exist within the 
organisation, requiring the organisation to seek suitable candidates outside. 

 
a) Internal promotion describes the situation where an organisation has an explicit 

policy to promote from within and where there is a clear and transparent career 
structure. This is typical of many management and administrative staff and of 
certain sectors of the economy such as the public services. 

  
       The advantages of internal promotion include: 
 

I. it acts as a source of motivation and provides good general morale amongst 
employees 

II. staff seeking promotion are known to the employer 
III. inexpensive in terms of time and money 
IV. training and induction costs are minimised 
V. further training can be product and organisation specific 

VI. the culture of the organisation is understood by the individual 
VII. illustrates the organisation’s commitment to encouraging the staff 

VIII. the individual will already be familiar with the other members of the 
organisation 

 
b) External recruitment describes the situation where the organisation decides to 

recruit someone from outside the organization to fill a staff vacancy. 
 
 The advantages of external recruitment include: 

i.  May be necessary if particular skills or expertise are not available within the 
organisation 

ii.  Is necessary to restore staffing levels o where an organisation urgently needs 
new employees 

iii. Can bring new ideas and novel approaches to the organisations and to the 
specific task 

iv. Provide experience and work methods from other employers 
 
c) Any organisation which is considering the use of external recruitment consultants 

would make its decision upon the following: 
i. The availability, level and appropriateness of expertise available within the 

organisation and its likely effectiveness 
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ii. The cost of using the consultants against the cost involved in using the 
organisation’s own staff, recognising the level of the vacancy or vacancies 
against the consultant’s fee 

iii. The particular expertise of the consultants and the appropriate experience with 
any particular specialised aspect of the recruitment process 

iv. The level of expertise required of potential employees and therefore the 
appropriate knowledge required of the consultants 

v. The need for impartiality; this may be of particular importance with pubic 
sector appointments, organisations with particular needs of security or 
impartiality or where it is felt that an external, objective assessment is required. 

vi. The time involved in the consultants needing to learn about the organisation, 
its requirements and the vacancy or vacancies 

vii. If there is a ready supply  of labour then consultants may be less useful, 
standard vacancies may be readily filled by advertising or similar inexpensive 
means 

viii. The views of internal staff as to the likely effect of using outside consultants 
ix. What effect the use of consultants might have on the need to develop expertise 

within the organisation, the use of consultants will not assist with developing 
internal organisational expertise 

x. The likelihood of existing staff to have misgivings about the presence of, or 
recommendations of, outside consultants which can lead to mistrust and 
rejection of any candidates recruited by the consultants. 

 
NUMBER  THREE 

Professional accountants are often employed in a managing as well as an accountancy 
capacity. This requires an understanding of the responsibilities and duties of a 
manager and of the lower level of management, that of supervision. 
 
(a) The duties of a manager were first detailed by the writer Henri Fayol. He detailed 

five ‘elements of management’ which guide the management task: 
 
The first is to forecast and plan, that which he called ‘prévoyance,’ to look into the 
future and set objectives in an attempt to understand and control the future. 
This element he further sub-divided into the need for unity; each department’s 
objectives being welded together for the common good of the organisation; continuity 
in short and long term forecasting; flexibility in the need to adapt to circumstances 
and precision in attempting accurate future actions. 
 
The second element is to organise; to build the human and material structure of the 
organisation. 
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The third element (drawing on the military roots of management theory) is to command; 
that is to maintain activity amongst the workforce. ‘Command’ may be an outdated 
idea, modern writers would suggest that ‘motivation’ is more appropriate, although 
‘command’ has a clear meaning in terms of the ultimate responsibility of management. 
 
The fourth element is to co-ordinate, Fayol saw this as the process of binding together, 
unifying and harmonising the activities of those employed in the organisation. 
 
Finally, the element of control, that which brings conformity with established rules and 
command, through ensuring that targets are achieved and objectives met. This idea 
again draws on the military roots of management theory. 
 
 (b) Supervision is an important and integral part of the task and process of 

management. The role of supervision is a critical one because of the direct contact 
and responsibility for the work of others. 
It used to be said that a manager did his or her job by getting others to do theirs, 
in many ways this sums up the role of the supervisor. The role differs from that 
of management in that the supervisor is unique, being the interface between 
management and the workforce and is the direct link between the two. 
The role of the supervisor differs from that of a manager in that he or she is: 
- in direct physical contact with non-managers on a frequent basis 
- is the front line of management 
- has the chief responsibility for seeing that others fulfil their duties 
- has a dual loyalty and must be loyal both upwards and downwards 
- has to face and resolve problems firsthand and often quickly 
- actually directs the work of others 
- directly enforces discipline 
- due to the closeness to others, has direct knowledge and ability in health, 

safety and employment legislation 
- often has responsibility for negotiation and industrial relations within the 

department 
However, management must ensure that supervisors understand organisational 
objectives and make clear the powers and limits of the supervisor’s authority and 
responsibilities. 
 
NUMBER  FOUR 

Responsibility, delegation and authority are fundamental management skills. Students 
are required to show an understanding of the problems and challenges associated with 
these concepts of management. 
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(a) (i) RESPONSIBILITY is the liability of a person to be called to account 

for his or her actions and results, and is therefore an obligation to do something. 
 
     (ii) AUTHORITY is the scope and amount of discretion given to a person to  

make decisions by virtue of his position held within the organisation.  The 
authority and power structure of an organisation defines: 

– the part each member of the organisation is expected to perform 

– the relationship between the organisation’s members so that its 
efforts are effective 

 The source of authority may be top down (as in formal organisations) or 
bottom 
             up (as in social organisations and politics). 
 
(i) DELEGATION is the giving to a subordinate the discretion to make 

decisions 
      within a certain, defined sphere of influence. Therefore the superior must 
       possess the authority to delegate. 

 The key element here is discretion and the level of authority within a specific 
             sphere. Without delegation, formal organisations could not exist. An 
            organisation chart may show the command structure of an organisation, but 
             without authority, responsibility and delegation, a formal organisation cannot 
be 
             effective. They are critical aspects. 
 
(b)  Unlike authority, responsibility cannot be delegated. There are however differing 

views on the extent to which this statement is true. There is a view that the idea 
of responsibility cannot be delegated is too simplistic. Any task contains an 
element of responsibility. This underlines the doctrine of absolute responsibility; 
the superior is always ultimately accountable. 

 
 (c)  Effective delegation can be achieved by: 
- specifying expected performance levels and ensure that they are understood 
- assigning agreed tasks to the subordinate 
- allocating of appropriate and adequate resources 
- ensuring that responsibility is exacted from the subordinate (i.e. responsibility is 

upwards) 
- ensuring that the subordinate has the ability and experience to undertake the tasks 

maintaining frequent contact 
- giving the subordinate written authority to do the job, which might be specific or 

general. This provides greater discretion. 
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NUMBER  FIVE 

Motivation is fundamental to the task of management. Many different theories have 
been presented on how management might motivate employees; Adams’ equity theory 
is an attempt to bring a more modern approach to the topic, based on the idea of 
distributive justice. 
 
(a)  The process theory of motivation asks the question ‘How can people be 
motivated?’ 

The process theory of motivation does not emphasise the need for fulfilment 
through work (as in the content theory), but concentrates upon the processes 
through which individuals are motivated. They attempt to explain how individuals 
start, sustain and direct behaviour and assume that individuals are able to select 
their own goals and means of achieving those goals through a process of 
calculation. Process theory emphasises the importance of rewards, often financial. 

 
(b)  Equity theory focuses on the feelings of the individual and how fairly they feel 

they have been treated in comparison with treatment received by others. It is 
sometimes referred to as exchange theory; individuals expect certain outcomes in 
exchange for certain efforts and contribution to the organisation. When an 
individual perceives that his or her efforts are equal to others and the rewards are 
the same, then equity exists. If the perception is that the efforts and rewards of 
one person are unequal to others, then there is inequity. 

 
(c)   When an individual has feelings of negative inequity, he or she can 
- change the amount of effort put into the task 
- change the nature or amount of reward required 
- change the basis of comparison 
- distort the comparisons psychologically 
- Leave the work situation or employer. 
 
NUMBER  SIX 

The need for clear and concise communication and the consequences of poor 
communication must be understood by a profession which exists to provide 
information to others. Poor communication leads to ineffective control, poor co-
ordination and management failure. 
 
(a) Good communication is important because: 

- individuals know what is expected of them 
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- better co-ordination within the organisation 
- improves control of the organisation’s plans, procedures and staff 
- the instructions of management are understood 
- encourages group and team cohesiveness 
- can lead to the reduction of stress 
- bias, distortion or omission can be removed 
- secrecy and misunderstanding is reduced or removed 
- information is received by appropriate person 
- conflict in the workplace is reduced 

 
 (b) Barriers to communication include: 

- the personal background of the persons communicating 
- language differences 
- use of jargon 
- different education levels 
- ‘noise’; that is the message confused by extraneous matters 
- the perception of individuals 
- conflict within the organisation 
- overload; that is too much information being communicated at once 
- problems of distance 
- basic misunderstanding 
- accidental or deliberate distortion of information. 

 
(c)  Barriers to communication may be overcome by: 

– consideration of the needs and understanding of recipients 

– careful and clear reporting at all levels 

– express information clearly and concisely 

– not using jargon or abbreviations 

– using more than one communications system 

– encouraging dialogue rather than monologue 

– ensuring as few links as possible in the communication chain 

– ensuring feedback. 
 
NUMBER  SEVEN 

Accountants as managers should develop and understand the process that links 
employee performance with organisational goals and organisational success. However, 
before the process of performance management begins the organisation must itself 
have developed a clear, planned strategy. 
The process of performance management typically involves five stages: 
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Stage One – identify and describe the essential job functions and competencies and 
relate them to the objectives of the organisation as laid out in the corporate plan. 
Stage Two – develop realistic and appropriate performance standards which will 
form the basis of a performance agreement. This defines the expectations of the 
individual or team and includes the establishment of performance standards and 
indicators, together with the skills and competencies needed. 
Stage Three – draw up an individually agreed performance and development plan. 
This details the action needed to improve performance and involves identification of 
areas in need of development, agreement on performance and development and 
training requirements. 
Stage Four – performance is evaluated throughout the year, counselling and guidance 
is given as appropriate. Activity requirements are updated and control action taken. 
Communicating constructive performance evaluation is important as is the giving and 
receiving of feedback about performance. 
Stage Five – the performance review. At an agreed time during the year, actual 
performance is measured against the agreed performance plan. The meaningful part 
of stage five is the planning and providing of education and development 
opportunities to build upon and improve employee performance in the future. 
 
 

 

NUMBER  EIGHT 

Interviews are extensively used for the recruitment of new employees, but have been 
criticised for failing to identify appropriate candidates suitable for the organisation. It 
is essential that professional accountants recognise both the problems and 
opportunities that formal selection interviews present. 
 
(a) The purpose of the selection interview is to find the best possible person for the 

position and who will fit into the organisation. Those conducting the interview 
must also ensure that the candidate clearly understands the job on offer, the 
associated career prospects and that he or she feels that fair treatment has been 
provided throughout the selection process. 
In addition, the interview also provides the opportunity to provide a good 
impression of the organisation, whether the candidate has been successful or not. 

 
(b) (i) The face to face interview is the most common form of interview. In this 

situation the candidate is interviewed by a single representative of the 
employing organisation. 
The advantages of such interviews are that they establish an understanding 
between the participants, are very cost effective for the organisation (as 
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compared with panel interviews) and, because of the more personal nature, 
ensure that candidates feel comfortable. 

The disadvantages however are that the selection relies on the views and impression 
of a single interviewer which can be both subjective and biased. In addition, the 
interviewer may be selective in questioning and it is easier for the candidate to hide 
weaknesses or lack of ability. 
 
(ii) Panel interviews are often used for senior appointments and consist of two or 

more interviewers. 
The advantages of such interviews are that they allow opinion and views to be 
shared amongst the panel. They have the authority to reach immediate decisions 
and provide a more complete picture, hence the problems or any bias inherent in 
face to face interviews can be removed. 
The disadvantages however are that they can be difficult to control. Interviewers 
may deviate or ask irrelevant questions and they can be easily dominated by a 
strong personality who is able unduly to influence others. In addition, such 
interviews can often result in disagreement amongst the panel members. 
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