PAPER – 6 : INFORMATION TECHNOLOGY AND STRATEGIC MANAGEMENT
Section   A : Information Technology
Attempt all questions
Question 1
(a) Describe briefly, the following terms: 

(i) Touch Screen 

(ii) Switch 

(iii) Data Centre 

(iv) Data Dictionary 

(v) URL 

(b) Explain each of the following: 

(i) Cache Memory 

(ii) Boot Record 

(iii) Spooling Software 

(iv) Internet Browser 

        
  (v)        Index Field.
(5 + 5 = 10 Marks)
Answer



(a)
(i)
Touch Screen: It is used in information providing systems.   It consists of a screen


which  is  lined  with  light  emitting  devices  on  its  vertical  sides  and  photo-detectors


are placed on the horizontal sides. When the user’s finger approaches the screen,


the  light  beam  is  broken  and  is  detected  by  the  photo  detectors.   It  is  more  effect


than the mouse.

(ii) Switch: It is hardware device used to direct messages across a network. Switches create temporary point to point links between two nodes on a network and send all data along that link. 
(iii) Data Centre: It is a centralized depository for the storage, management and discrimination of data and information. It can be defined as highly secure, fault-resistant facilities, hosting customer equipment that connects to telecommunications networks. 
(iv) Data Dictionary: A Data Dictionary is a set of metadata that contains definitions and representations of data elements. It maintains information pertaining to structure and usage of data and meta data. 
(v) Uniform Resource Locators (URL): are used to address and access individual web pages and internet resources. The format of URL is protocol / internet address / web page address. 
Example: http://www.icai.org/seminars.html
(b)
(i)
Cache Memory: Processors incorporate a special type of internal memory (cache) to  boost  processing power             significantly.
Some  of  the  information  in  the  main memory  is  duplicated  in  the  cache  memory  which  is  slightly  slower  but  of  much greater capacity than the processor register and faster but much smaller than main memory.  It comes in two types :   L1  and L2
Cache.
(ii) Boot record: Booting is a process that starts operating systems when the user turns on a computer system. Boot record is a small program that runs when the computer is started. The Boot record program checks the basic component and the files of the operating system which is used to run the system successfully. 
(iii) Spooling Software: The purpose of spooling software is to compensate for the speed difference between the computer and its peripheral devices such as input and output devices. It is used in large system and network computing environment. 
(iv) Internet Browser: It is a application software that enables a user to display and interact with text, images and other information typically located on a web page at a website on the world wide web or local area network. Microsoft Internet Explorer is the most popular internet browser. 
(v) Index field: Index fields are used to store relevant information along with a documents. The data input to an index field is used to find those documents when needed. The program provides upto twenty five user definable index fields in an index set. 
Question 2
Answer any two:
(a) Describe DDL and DML. 

(b) Explain Electronic Data interchange and its advantages. 

(c)    Describe the various characteristic of client/server technology.
(2     5 = 10 Marks)
Answer
(a) (i) Data Definition Language (DDL): It defines the conceptual schema providing a link between the logical and physical structures of the database. The logical structure of a database is a schema. A subschema is the way a specific application views the 
data from the database.
Following are the functions of Data Definition Language (DDL):
(a) They define the physical characteristics of each record, field in the record, field’s type and length, field’s logical name and also specify relationships among the records. 

(b) They describe the schema and subschema. 

(c) They indicate the keys of the record. 

(d) They provide means for associating related records or fields. 

(e) They provide for data security measures. 

(f) They provide for logical and physical data independence. 

(aj) Data Manipulation Language (DML): 

DML is a Database Language used by data base users to retrieve, insert, delete and update data in a database. 
Following are the functions of Data Manipulation Language (DML): 
(a) They provide the data manipulation techniques like deletion, modification, insertion, replacement, retrieval, sorting and display of data or records. 

(b) They facilitate use of relationships between the records. 

(c) They enable the user and application program to be independent of the physical data structures and database structures maintenance by allowing to process data on a logical and symbolic basis rather than on a physical location basis. 

(d) They provide for independence of programming languages by supporting several high-level procedural languages like COBOL, PL/1 and C++. 

(b) Electronic Data Interchange (EDI) is the transmission, in the standard syntax, of unambiguous information of business or strategic significance between computers of independent organisations. The users of EDI do not have to change their internal databases. However, users must translate this information to or from their own computer system format, but this translation software has to be prepared only once.
In simple terms, Electronic Data Interchange (EDI) is computer -to-computer communication using a standard data format to exchange business information electronically between independent organisations. EDI does not merely aid in transmitting documents but dynamically moves data between companies’ computer systems. Computer-to-computer transfer can be direct between two companies using an agreed upon data protocol, or it can be performed by a third party service vendor. Users can transmit business documents like quotes, shipping notices and even payment orders electronically to customers and suppliers. Design documents, electronic fund transfers and database transactions also come under EDI umbrella.
Following are the advantages for use of EDI are:
(i) Issue and receive orders faster. 

(ii) Make sales more easily. 

(iii) Get paid sooner. 

(iv) Minimize capital tied up in inventory. 

(v) Reduce letters and memos. 

(vi) Decrease enquiries. 

(vii) Make bulk updates of catalogues and part listings. 

(c) Characteristics of C/S Technology: 

(i) It consists of client process and a server process that can be distinguished from each other. 

(ii) The client portion and the server portion can operate on separate platforms. 

(iii) Either the client or the server platform can be upgraded without having to upgrade the other platform. 

(iv) The server is able to service multiple clients concurrently. 

(v) The system includes some sort of networking capability. 

(vi) A significant portion of application logic resides at the client end. 

(vii) Action is usually initiated at the client end and not the server end. 

(viii) User friendly GUI resides at the client end. 

(ix) SQL capability is available. 

(x) Database server provides data protection and security. 

Question 3
(a)    Discuss various Data transmission modes.
(b)    What are the management problems of file processing system?
(4 + 6 = 10 Marks)
Answer
(a) There are three Data transmission modes: 
(i) Simplex: A simplex communication mode permits data to flow in only one direction. A terminal connected to such a line is either a send-only or a receive only device. Simplex mode is seldom used because a return path is generally needed to send acknowledgements, control or error signals. 

(ii) Half duplex: In this mode, data can be transmitted back and forth between two stations, but data can only go in one of the two directions at any given point of time. 

(iii) Full duplex: A full duplex connection can simultaneously transmit and receive data between two stations. It is most commonly used communication mode. A full duplex line is faster, since it avoids the delay that occurs in a half-duplex mode each time the direction of transmission is changed. 

(b) Following are the problems of file processing system: 
(i) Data duplication: Independent data files include a lot of duplicated data; the same data is recorded and stored in several files. This data redundancy causes problems when data has to be updated, as separate file maintenance programs are needed. 

(ii) Lack of data integration: Having data in independent files makes it difficult to provide end-user with information for adhoc requests that require accessing data stored  in  several  files.Special  programs  have  to  be  written  to  retrieve  data  fromeach file.

(iii) Data dependence: In file processing system, major components of a system i.e. the organization files, their physical locations on storage, hardware and the applications software used to access those files depend on one another. Thus, if changes are made in the format and structure of data and records in a file, changes have to be made in all the programs that use these files. Thus program maintenance is a major burden. 

(iv) Other problems: In file processing systems, data elements such as stock numbers and customer addresses are generally defined differently by different end users and applications. This causes serious inconsistency in the development of programs. 

Question 4
A University has 3,000 students.  These students are divided in four categories:
(i) B. Tech 

(ii) M. Tech 

(iii) M.S. 

(iv) Ph.D. 

Draw a flow chart for finding the percentage of the students in each category.
(10 Marks)
Answer
The flow chart is given on next page
Question 5
Write short notes on the following:
(i)      Expert system.
(ii)     Blue tooth.
(2     5 = 10 Marks)
Answer
(i) Expert System: An expert system is a computerized information system that allows non-expert to made decisions comparable to those of an expert. It is a knowledge based system that contains the subject specific knowledge, and analytical skills of one or more human expert. An expert system typically contain the following components: 
(i) Knowledge base: This includes the data, knowledge, relationships, rules of thumb and decision rules used by experts to solve a particular problem. 

(ii) Inference engine: This program contains the logic and reasoning mechanisms that simulate the expert logic process and deliver advice. It uses data obtained from knowledge base and user to draw inference, form its conclusions and recommend a course of action. 

(iii) User interface: This program allows the user to design, create, update, use and communicate with the expert system. 

(iv) Explanation facility: This facility provides the user with an explanation of the logic so that the expert system used to arrive at its conclusion. 

(v) Knowledge acquisition facility: This facilitates in extracting an individuals expertise and entering it into the knowledge base. 

(ii) Bluetooth 

Bluetooth is a specification that describes how mobile phones, computers and personal digital assistants (PDA) can be easily interconnected using a short range wireless connections. Using this technology, user of cell phone and PDA can get quickly synchronized with information in desktop or notebook, initiate the sending or receiving of a fax, initiate a print out or in general, have a total coordination between these devices. 
Bluetooth requires that a low cost transceiver chip be included in each device. The transceiver transmits and receives in a frequency band of 2.45 GHz that is available globally. In addition to data, upto three voice channels are available. Each device has a unique 48 bit address from the IEE 802 standard. Connection can be point-to-point or multipoint. The maximum range is 10 meters. Data can be exchanged at a rate of 1Mbps. Built-in encryption and verification module is provided. A frequency hop scheme allows devices to communicate even in areas with great deal of electromagnetic interference. 
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Section   B : Strategic Management
Attempt all questions
Question 6
State with reasons which of the following statements is correct/incorrect. (Attempt any three statements):
(a) The basic objective of a business enterprise is to monitor the environment. 

(b) The first step of strategy formulation in strategic management model is to undertake internal analysis. 

(c) The main focus of six sigma is on the shareholders. 

(d) Functional level constitutes the lowest hierarchical level of strategic management. 

(e)    Retrenchment implies downsizing of business.
(3      2 = 6 Marks)
Answer
(a) Incorrect: Monitoring environment is ancillary to basic objectives of a business enterprise. It is imperative for organisations to create and retain customers. Organisational objectives may include survival, stability, growth, profitability and like. Organisations monitor the changes in the environment, analyse their impact on their owngoals and activities and translate their assessment in terms of specific strategies for survival, stability and strength.
(b) Incorrect: Identifying an organisation's existing vision, mission, objectives, and strategies is the starting point for any strategic management process because an organisation’s existing situation and condition may preclude certain strategies and may even dictate a particular course of action. Determining vision and mission provides long-term direction, delineate what kind of enterprise the company is trying to become and infuse the organisation with a sense of purposeful action.
(c) Incorrect: Although any business action may result directly or indirectly in creation/erosion of shareholders wealth, the main focus of six sigma is on delivering value to the customers. Six sigma aims in improving customer satisfaction. Primarily, six sigma means maintenance of the desired quality in processes and end products. It also means taking systematic and integrated efforts toward improving quality and reducing cost.
(d) Correct: Functional-level managers and strategies operate at the lowest hierarchical level of strategic management. Functional level is responsible for the specific business functions or operations (human resources, purchasing, product development, customer service, and so on) that constitute a company or one of its divisions. Although they are not responsible for the overall performance of the organisation, functional managers nevertheless have a major strategic role to develop functional strategies in their area that help to fulfil the strategic objectives set by business and corporate-level managers. 
(e) Incorrect: In the context of strategic management, retrenchment implies giving up certain products and reducing the level of business as a compulsive measure to cope up with certain adverse developments on which the firm has little control. Downsizing (or rightsizing) is planned elimination of positions or jobs. Retrenchment does not imply downsizing, however, the latter is often used to implement a retrenchment strategy. 
Question 7
Briefly answer any two of the following question in 2-3 sentences each:
(a) What is a mission statement? 

(b) In B.C.G. matrix for what the metaphors like stars, cows and dogs are used? 

(c)    What are forward and backward integration?
(2      2 = 4 Marks)
Answer
(a) Mission statement is an answer to the question “Who we are and what we do” and hence has to focus on the organisation’s present capabilities, focus activities and business makeup. An organisation’s mission states what customers it serves, what need it satisfies, and what type of product it offers. It is an expression of the growth ambition of the organisation. 
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(b) The BCG growth-share matrix is a popular way to depict different types of products or SBU as follows: 
 Stars are products or SBUs with high market share in a market which is growing rapidly.
 Cash Cows are low-growth, high market share businesses or products.  Question Marks are low market share business in high-growth markets.  Dogs are low-growth, low-share businesses and products.
(c) Organisations may enter into new business that is related to its existing business. The firm remains vertically within the same process. Sequentially, it moves forward or backward in the chain and enters specific product/process steps with the intention of making them into new businesses for the firm. 
Question 8
What  do  you  understand  by  ‘Strategy’?  Explain  the  four  generic  strategies  as  discussed  by
Glueck and Jauch.
(10 Marks)
Answer
Businesses have to respond to a dynamic and often hostile environment for pursuit of their mission. Strategies provide an integral framework for management and negotiate their way through a complex and turbulent external environment. Strategy seeks to relate the goals of the organisation to the means of achieving them.
A company’s strategy is the game plan management is using to stake out market position and conduct its operations. A company’s strategy consists of the combination of competitive moves and business approaches that managers employ to please customers, compete successfully and achieve organisational objectives.
Strategy may be defined as a long range blueprint of an organisation's desired image, direction and destination what it wants to be, what it wants to do and where it wants to go. Strategy is meant to fill in the need of organisations for a sense of dynamic direction, focus and cohesiveness.
The Generic Strategies
According to Glueck and Jauch there are four generic ways in which strategic alternatives can be considered. These are stability, expansion, retrenchment and combinations.
(i) Stability strategies: One of the important goals of a business enterprise is stability to safeguard its existing interests and strengths, to pursue well established and tested objectives, to continue in the chosen business path, to maintain operational efficiency on a sustained basis, to consolidate the commanding position already reached, and to optimise returns on the resources committed in the business. 

(ii) Expansion Strategy: Expansion strategy is implemented by redefining the business by adding the scope of business substantially increasing the efforts of the current business. Expansion is a promising and popular strategy that tends to be equated with dynamism, vigor, promise and success. It is often characterised by significant reformulation of goals and directions, major initiatives and moves involving investments, exploration and onslaught into new products, new technology and new markets, innovative decisions and action programmes and so on. Expansion include diversifying, acquiring and merging businesses.
(iii) Retrenchment Strategy: A business organisation can redefine its business by divesting a major product line or market. Retrenchment or retreat becomes necessary or expedient for coping with particularly hostile and adverse situations in the environment and when any other strategy is likely to be suicidal. In business parlance also, retreat is not always a bad proposition to save the enterprise's vital interests, to minimise the adverse environmental effects, or even to regroup and recoup the resources before a fresh assault and ascent on the growth ladder is launched. 

(iv) Combination Strategies: Stability, expansion or retrenchment strategies are not mutually exclusive. It is possible to adopt a mix to suit particular situations. An enterprise may seek stability in some areas of activity, expansion in some and retrenchment in the others. Retrenchment of ailing products followed by stability and capped by expansion in some situations may be thought of. For some organisations, a strategy by diversification and/or acquisition may call for a retrenchment in some obsolete product lines, production facilities and plant locations. 

Question 9
Define each of the following and analyse its role in strategic implementation:
(a) B.P.R. 

(b) ERP 

(c) Benchmarking 

(d)    Value chain.
(4      21/2  = 10 Marks)
Answer
(a) BPR: BPR stands for business process reengineering. It refers to the analysis and redesign of workflows both within and between the organisation and the external entities. Its objective is to improve performance in terms of time, cost, quality, and responsiveness to customers. It implies giving up old practices and adopting the improved ones. It is an effective tool of realising new strategies. 
Improving business processes is paramount for businesses to stay competitive in today’s marketplace. New technologies are rapidly bringing new capabilities to businesses, thereby raising the strategical options and the need to improve business processes dramatically. Even the competition has become harder. In today’s market place, major changes are required to just stay even. 
(b) ERP: ERP stand for enterprise resource planning which is an IT based system linking isolated information centers across the organisation into an integrated enterprise wide structured functional and activity bases. ERP is successor to MRP systems (material requirements and manufacturing resource planning systems). ERP is used for strengthening the procurement and management of input factors.
Modern ERP systems deliver end -to-end capabilities to support the entire performance management of an organisation. It helps in consolidated financial reporting, financial management, planning, budgeting, performance management and so on.
(c) Benchmarking: It is a process of finding the best practices within and outside the industry to which an organisation belongs. Knowledge of the best helps in standards setting and finding ways to match or even surpass own performances with the best performances. 
Benchmarking is a process of continuous improvement in search for competitive advantage. Firms can use benchmarking process to achieve improvement in diverse range of management function like maintenance operations, assessment of total manufacturing costs, product development, product distribution, customer services, plant utilisation levels and human resource management 
(d) Value Chain: Value chains facilitates procurement of whole range of inputs that are required to produce a product or service so that the process can be performed in an integrated and optimum manner. Vendors, transporters, and buyers are the components of the value chain and share the benefits of such chains. 
Value chain recognises organisations as more than a random collection of machines, money and people. These resources are of no value unless deployed into activities and organised into routines and systems which ensure that products or services are produced which are of value to the final consumer/user. 

Question 10
DD is the India’s premier public service broadcaster with more than 1,000 transmitters covering 90% of the country’s population across an estimated 70 million homes. It has more than 20,000 employees managing its metro and regional channels. Recent years have seen growing competition from many private channels numbering more than 65, and the cable and satellite operators (C & S). The C & S network reaches nearly 30 million homes and is growing at a very fast rate.
DD’s business model is based on selling half-hour slots of commercial time to the programme producers and charging them a minimum guarantee. For instance, the present tariff for the first 20 episodes of a programme is Rs. 30 lakhs plus the cost of production of the programme. In exchange the producers get 780 seconds of commercial time that he can sell to advertisers and can generate revenue. Break- even point for producers, at the present rates, thus is Rs. 75,000 for a 10 second advertising spot. Beyond 20 episodes, the minimum guarantee is Rs. 65 lakhs for which the producer has to charge Rs. 1,15,000 for a 10 second spot in order to break-even. It is at this point the advertisers face a problem – the competitive rates for a 10 second spot is Rs. 50,000. Producers are possessive about buying commercial time on DD. As a result the DD’s projected growth of revenue is only 6-10% as against 50-60% for the private sector channels. Software suppliers, advertisers and audiences are deserting DD owing to its unrealistic pricing policy.
DD has three options before it. First, it should privatise, second, it should remain purely public service broadcaster and third, a middle path.
The challenge seems to be to exploit DD’s immense potential and emerge as a formidable player in the mass media.
(i) What is the best option, in your view, for DD? 

(ii) Analyse the SWOT factors the DD has. 

(iii)    Why to you think that the proposed alternative is the best?
(20 Marks)
Answer
(i) For several years Doordarshan was the only broadcaster of television programmes in India. After the opening of the sector to the private entrepreneur (cable and satellite channels), the market has witnessed major changes. The number of channels have increased and also the quality of programmes, backed by technology, has improved. In terms of quality of programmers, opportunity to advertise, outreach activities, the broadcasting has become a popular business. Broadcasters too have realised the great business potential in the market. But for this, policies need to be rationalised and be opened to the scope of innovativeness not only in term of quality of programmes. This would not come by simply going to more areas or by allowing bureaucratic set up to continue in the organisation. 
Strategically the DD needs to undergo a policy overhaul. DD, out of three options, namely privatisation, public service broadcaster or a middle path, can choose the third one, i.e. a combination of both. The whole privatisation is not possible under the diversified political scenario. Nor it would be desirable to hand over the broadcasting emotively in the private hand as it proves to be a great means of communication of many socially oriented public programmers. The government could also think in term of creating a corporation (as it did by creating Prasar Bharti) and provide reasonable autonomy to DD. So far as its advertisement tariff is concerned that can be made fairly competitive. However, at the same time cost of advertising is to be compared with the reach enjoyed by the doordarshan. The number of viewers may be far more to justify higher tariffs. 
(ii) The SWOT analyses involves study of strengths, weaknesses, opportunities and threats of an organisation. SWOT factors that are evidently available to the Doordarshan are as follows: 
S – Strength

 More than 1000 transmitters.

 Covering 90% of population across 70 million homes against only 30 million home by C & S.
More than 20,000 employees.
W – Weakness

Rigid pricing strategy.
Low credibility with certain sections of society.
Quality of program’s is not as good as compared to C & S network
O – Opportunities
Infrastructure can be leased out to cable and satellite channel.

Digital terrestrial transmission.

Regional focused channels.
Allotment of time, slots to other broadcasters.
T – Threats

Desertion of advertisers and producers may result in loss of revenues.

Due to quality of program the reach of C & S network is continuously expanding.
 As the C & S network need the trained staff, some employees of DD may switchover and take new jobs.

Best of the market-technology is being used by the private channels.

(iii) It is suggested that the DD should adopt a middle path. It should have a mix of both the options. It should economise on its operational aspects and ensure more productivity in term of revenue generation and optimisation of use of its infrastructure. 
Wherever, the capacities are underutilised, these may be leased out to the private operations. At the same time quality and viewership of programmes should be improved. 
Bureaucracy may reduce new strategic initiatives or make the organisation less transparent. Complete privatisation can fetch a good sum and may solve many of the managerial and operational problems. However, complete public monopoly is not advisable because that denies the government to fully exploit the avenue for social and public use. The government will also lose out as it will not be able to take advantage of rising potential of the market. 

PAPER – 6 : INFORMATION TECHNOLOGY AND STRATEGIC MANAGEMENT
Section   A : Information Technology
Attempt all questions.
Question 1
(c) Describe briefly the following terms: 

(i) Server 

(ii) Data Bus 

(iii) Dumb terminal 

(iv) WORM Disk 

(v)    Repeaters.
(5     1 = 5 Marks)
(vi) Explain each of the following: 

Subroutine 

PROM 

Web casting 

Assembler 

(v)    Data transformation.
(5     1 = 5 Marks)
Answer
(a) (i) Server: A server is a computer system that provides services to other computing systems – called clients – over a network. Server operates continuously on a network and waits for service request from other computers on the network. It 
provides better access control and can reduce costs by reducing duplication of hardware/software.
(ii) Data Bus: The data bus is an electrical path that connects the CPU, memory, and the other hardware devices on the motherboard. In fact, the bus is a group of parallel wires. The number of wires in the bus affects the speed at which data can travel between hardware components. 

(iii) Dumb Terminal: It consists of I/O devices for data entry and obtaining result but has no processing capability. It cannot process the data at its own level, instead the data is processed by the central server. These terminals are used in central processing environment. 

(iv) WORM Disk: It refers to Write Once, Read Many optical laser disks, or WORM disks. Once the data has been written to the medium, they only can be read, not updated or changed. Companies generally store their proprietary information in WORM disk. These are 3½ inch diskette of 200 MB capacity onwards.
(v) Repeaters: Repeaters are devices that solve the snag of signal degradation which results as data is transmitted along the cables. It boosts or amplifies the signals before passing it through to the next section of cable. 

(b) (i) Subroutine: A subroutine is a subset of instructions that appears over and again in the program or finds application in several programs. A great deal of coding effort 
can be saved through judicious use of subroutines to handle tasks which are encountered repetitively.
(ii) PROM: Programmable read only memory is a non-volatile memory which allows the user to program the chip with a PROM writer. The chip can be programmed once, there after, it cannot be altered. 

(iii) Web Casting: It is a web based technology, which allows users to passively receive broadcast information rather than actively search the web for information. It allows users to choose from a menu of sources, specifying what kind of information is needed. Once selected, the information is automatically forwarded to the user e.g. Internet news services. 

(iv) Assembler: It refers to a computer program that translates programs written in symbolic coding to produce machine language programs. 

(v) Data transformation: The data transformation layer receives data from the data sources, cleans and standardizes it, and loads it into data repository. 

Question 2
Answer any two of the following:
(a) Describe salient features of Hierarchical Database structure. 

(b) Explain value added services being offered by a Data Centre. 

(c) What  is  Supply  Chain  Management?    Discuss  the  potential  problems  which  can  be 

addressed through supply chain management.
(2     5 = 10 Marks)
Answer
(a) Salient features of Hierarchical Database: 

In a hierarchical database, records are logically organized into hierarchy of relationship. It is arranged in an inverted tree pattern. The following are salient features: 
Database structure is less flexible as relationship between records are relatively fixed by the structure.
It requires that hierarchy of records must be determined and implemented before a search.
Ad hoc queries are difficult and time consuming to accomplish. Frequent management queries may not be supported as effectively.Day to day operational data can be processed rapidly. Any group of records with natural relation may fit nicely. Records are logically structured in inverted tree pattern. It provides the parent – child relationship amongst the nodes. It implements one-to-one and one-to-many relationship.
(b) The following value added services are offered by a data centre. 
(i) Data monitoring: This is done via a database agent, which enables the high availability of the database through comprehensive automated management. 

(ii) Web monitoring: It assesses and monitors website performance, availability, integrity and responsiveness from a site visitor’s perspective. It also reports on HTTP and FTP service status. 

(iii) Backup and Restore: It provides centralized integrated management solution for enterprise data storage using specialized backup agents for data base, operating system, open files and application. 

(iv) Intrusion detection system: It helps in detecting inappropriate, incorrect or anomalous activity. It provides automated network based security assessment and policy compliance evaluation. 

(v) Storage on demand: It provides the backend infrastructure so as to give a robust and cost effective storage strategy. It provides infrastructure to access information at any time with security, reliability and availability needed to meet the requirements of a company. 

(c) Supply Chain Management (SCM): Supply Chain Management (SCM) is the process of planning, implementing and controlling the operations of the supply chain with the purpose to satisfy customer requirements as efficiently as possible. It spans all movement and storage of raw materials, work-in-process inventory, and finished goods from point-of-origin to point-of-consumption. 
A SCM must address the following problems: 
(i) Distribution Network Configuration: Number and location of suppliers, production facilities, distribution centres, warehouse and customers. 

(ii) Distribution Strategy: Centralised versus decentralized, direct shipment, cross docking, pull or push strategies, third party logistics. 

(iii) Information: Integrate systems and processes through the supply chain to share valuable information including demand signals, forecasts, inventory and transportation. 

(iv) Inventory Management: Quantity and location of inventory including raw materials, work-in-process and finished goods. 

Question 3
(a) Explain the various components of a Decision Support System. 

(b) Describe the factors which have contributed to the growth of Local Area Network. 

(4 + 6  = 10 Marks)
Answer
(a) Components of a DSS: A decision support system has four basic components: (i) The users, (ii) Database, (iii) Planning language, and (iv) Model base. 
(i) The users: The user of a Decision Support System (DSS) is usually a manager with an unstructured or semi-structured problem to solve. In fact, user does not require a computer background to use a DSS for problem solving. He must have thorough understanding of the problem and the factors to be considered in finding a solution. 

(ii) Database: DSS includes one or more databases. These databases contain both routine and non-routine data from both internal and external sources. The data from external sources include data about economic condition, market demand for goods and services and industry competition, whereas internal data includes data from the financial and managerial accounting system, marketing, production and personnel department. 

(iii) Planning language:  Two types of planning languages are commonly used in DSS. 
(a) General Purpose: These languages allow user to perform many routine tasks viz., retrieving various data from a database or performing statistical analysis, budgeting, forecasting and worksheet oriented problem. The languages used in most of the spread sheets are the good examples. 

(b) Special purpose: Special purpose planning languages are statistical languages viz., SAS, SPSS and Mini Tab. These languages perform statistical and mathematical operations. 

(iv) Model Base: The model base is the brain of the decision support system because it performs data manipulation and computations with the data provided to it by the user and database. Model base is custom developed model that does some types of mathematical functions viz., cross-tabulation, regression analysis, time series analysis, linear programming and financial computation. The analysis provided by the routines in the model base is the key to supporting the user’s decision. 

(b) Growth of LAN 

The following factors have contributed to the growth of LAN. 
(i) Security: Security for programs and data can be achieved using servers that are locked through both software and physical means such as diskless nodes. 

(ii) Expanded PC Usage: Once a LAN has been set up, it actually costs less to automate all processes as existing PCs can be easily converted into nodes by adding network interface card. 

(iii) Distributed Processing: LAN with inter-user communication and information exchange helps to develop distributed processing system. 

(iv) Electronic mail and Message Broadcasting: E-mail allows users to communicate more easily among themselves through a mail-box on the server. 

(v) Organisational Benefit: The information flow becomes a lot smoother with various departments, having the ability to access or request for information and data pertinent to them. Besides these, it leads to reduction in costs of Hardware, Software, and also in time, and cost of training on manpower to use the system. 

(vi) Data Management Benefit: Since data is located centrally on the server, it becomes much easy to manage it, as well as back it up. 

(vii) Software cost and upgradation: Network version software cost is less compared to single version software. Software upgrade is easy as package is stored centrally on the server. 

Question 4
An electric supply company charges the following rates from its consumers:
	No. of unit consumed
	Charges/unit

	
	(Rs.)

	For the first 200 units
	2.50

	For the next 300 units
	3.50

	Over 500 units
	5.00


Computer database of the company has the following information:
-
Consumer Name

-
Address
-
Unit consumed
-
Bill date
-
Payment date
	If  the  consumer  pays  his  bill  within  15  days  from  the
	bill  date,  10% discount  is  given.   If  he

	makes  the  payment  after  15  days  from  the  bill  date,
	5% surcharge  is  levied.
	Draw  a  Flow

	Chart to calculate the net amount of the bill for each consumer and print it.
	(10 Marks)


Answer  The required flowchart is given below:
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Question 5
Write short notes on the following:
(i)     TCP/IP
(ii)     Intranet.
(2     5 = 10 Marks)
Answer
(i) TCP/IP: The protocols used on the Internet are called TCP/IP (Transmission Control Protocol/Internet Protocol). A TCP/IP protocol has two parts which create packet switching network: 
(a) TCP deals with exchange of sequential data. 

(b) IP handles packet forwarding as is used on the Internet. TCP/IP has following four layers. 

(i) The Application Layer, which provides service directly to the user. 

(ii) The Transport Layer, which provides end-to end communication between applications and verifies correct packet arrival. 

(iii) The Internet Layer, which provides packet routing for error checking, addressing and integrity. 

(iv) The Network Interface Layer, which provides an interface to the network hardware and device drivers. This can also be called the data link layer. 

Some reference books also include a fifth layer namely Physical Layer as part of TCP / IP which transmits the data from one system to another system in the form of 0s and 1s.
The TCP protocol breaks file or message in small packets. Each packet is then given a header, which contains the destination address. The packets are then sent over the Internet. The IP protocol guides the packets so that they arrive at the destination. Once there, the TCP protocol resembles the packets into the original message.
(ii) Intranet: The Intranet is a type of information system that facilitates communication within the organization, among widely dispersed departments, diversions and regional locations. Intranets connect people together with Internet technology using the Web Browsers, Web Servers and Data warehouses in a single view. With an Intranet, access to all information, applications and data can be made available through the same browser. The objective is to organize each individual’s desktop with minimal cost, time and effort to be more productive, cost-efficient, timely and competitive. 
Some of the key benefits of using Intranet are: 
Reduced administrative costs – printing, paper, software distribution, mailing, order processing, telephone.
Easier, faster access to information. Easier, faster access to remote locations.Latest, up-to-date research base. Easier access to customers and partners. Collaborative, group working.
SECTION–B : Strategic Management
Attempt all questions
Question 6
State with reasons which of the following statements is correct/incorrect (attempt any  three):
49 Environmental constituents exist in isolation and do not interact with each other. 

50 Tele-shopping is an instance of direct marketing 

51 A core-competence is a unique opportunity of an organisation not shared by other. 

52 Acquisition is a strategy. 

(e)    Strategy follows structure.
(3 × 2 = 6 Marks)
Answer
(a) INCORRECT: Environmental constituents such as economic, legal, society, technology and other macro and micro elements are interwoven through complex and haphazard linkages. These constituents comprise of multitude of forces that are inter-related and inter-dependent. They are termed as environment as they are outside the main periphery of business but may affect its functioning directly or indirectly. 
(b) CORRECT: Direct marketing is done through various advertising media that interact directly with customer. Teleshopping is a form of direct marketing which operates without conventional intermediaries and employs television and other IT devices for reaching the customer. The communication between the marketer and the customer is direct through third party interfaces such as telecom or postal systems. 
(c) INCORRECT: Core competencies are unique strengths rather than opportunities of an organisation. They are resources and capabilities that serve as a source of competitive advantage over rivals. In comparison with competitors an organisation is in better position to leverage and take advantage of the core competencies. 
(d) CORRECT: An acquisition is a strategy through which one firm buys a controlling or complete interest in another firm. Acquisition of an existing concern is an instant means of achieving growth through expansion and/or diversification. Ideally, acquisition strategy should be used when the acquiring firm is able to enhance its economic value through ownership and the use of the assets that are acquired. 
(e) INCORRECT: Structures are designed to facilitate the strategic pursuit of a firm and, therefore, follows strategy. Without a strategy or reasons for being, it will be difficult to design an effective structure. Strategic developments may require allocation of resources and there may be a need for adapting the organization’s structure to handle new activities as well as training personnel and devising appropriate systems.
Question 7
Briefly answer any two of the following:
(a) Define T.Q.M. 

(b) What is meant by Concentric diversification? 

(c)    Explain the term star in the context of BCG matrix.
(2 × 2 = 4 Marks)
Answer
(a) Total Quality Management: TQM or Total Quality Management is a people-focused management system that aims at continual increase in customer satisfaction at continually lower real cost. There is a sustained management commitment to quality and everyone in the organisation and the supply chain is responsible for preventing rather than detecting defects. 
TQM is a total system approach (not a separate area or program) and an integral part of high-level strategy. It works horizontally across functions and departments, involves all employees, top to bottom, and extends backward and forward to include the supply chain and the customer chain. TQM stresses learning and adaptation to continual change as keys to organizational success. 
(b) Concentric diversification: Concentric diversification amounts to related diversification. In this form of diversification, the new business is linked to the existing businesses through existing systems such as process, technology or marketing. The new product is a spin-off from the existing facilities and products/processes. There are benefits of synergy with the current operations. However, concentric diversification differs from vertically integrated diversification in the nature of the linkage the new product has with the existing ones. 
While in vertically integrated diversification, the new product falls within the firm's current process-product chain, in concentric diversification, there is a departure from this vertical linkage. The new product is only connected in a loop-like manner at one or more points in the firm's existing process/technology/product chain. In concentric diversification there are benefits of synergy with the current operations. 
(c) Star in BCG Matrix: BCG growth-share matrix is a simple way to portray an organisation’s portfolio of investments. Growth share matrix also known for its cow and dog metaphors is popularly used for resource allocation in a diversified company. The matrix is based on combinations of relative market share of the products or SBUs and their market growth rate. 
Stars, a position in the matrix, are characterised by high market share and high growth rate. They are products or SBUs that are growing rapidly. They also need heavy investment to maintain their position and finance their rapid growth potential. Business organisations that enjoy star positions have best opportunities for expansion and growth. 
        Question 8

        What  is  Strategic  Management?What  benefits  accrue  by  following  a  strategic  approach  to   managing?



(5 + 5 = 10 Marks)
         Answer



In a highly competitive marketplace, companies can operate successfully by creating and delivering superior value to target customers and also learning how to adapt to a continuously changing business environment. So to meet changing conditions in their industries, companies need to be farsighted and visionary, and must have a system of managing strategically.
Strategic management starts with developing a company mission (to give it direction), objectives and goals (to give it means and methods for accomplishing its mission), business portfolio (to allow management to utilise all facets of the organisation), and functional plans (plans to carry out daily operations from the different functional disciplines).
The overall objective of strategic management is two fold:
To create competitive advantage, so that the company can outperform the competitors in order to have dominance over the market. 
To guide the company successfully through all changes in the environment. 
The following are the benefits of strategic approach to managing:
Strategic management helps organisations to be more proactive instead of reactive in shaping its future. Organisations are able to analyse and take actions instead of being mere spectators. Thereby they are able to control there own destiny in a better manner. It helps them in working within vagaries of environment and shaping it, instead of getting carried away by its turbulence or uncertainties. 
Strategic management provides framework for all the major business decisions of an enterprise such as decisions on businesses, products, markets, manufacturing facilities, investments and organisational structure. It provides better guidance to entire organisation on the crucial point - what it is trying to do. 
Strategic management is concerned with ensuring a good future for the firm. It seeks to prepare the corporation to face the future and act as pathfinder to various business opportunities. Organisations are able to identify the available opportunities and identify ways and means as how to reach them. 
Strategic management serves as a corporate defence mechanism against mistakes and pitfalls. It help organisations to avoid costly mistakes in product market choices or investments. Over a period of time strategic management helps organisation to evolve certain core competencies and competitive advantages that assist in its fight for survival and growth. 

Question 9
 What  is  meant  by  Functional  strategies?
In  term  of  level  where  will  you  put  them?
Are
functional strategies really important for business?
(4 +2 + 4 = 10 Marks)
Answer
Once higher level corporate and business strategies are developed, management need to formulate and implement strategies for each functional area. For effective implementation, strategists have to provide direction to functional managers regarding the plans and policies to be adopted. In fact, the effectiveness of strategic management depends critically on the manner in which strategies are implemented. Strategy of one functional area can not be looked at in isolation, because it is the extent to which all the functional tasks are interwoven that determines the effectiveness of the major strategy.
Functional area strategy such as marketing, financial, production and Human Resource are based on the functional capabilities of an organisation. For each functional area, first the major sub areas are identified and then for each of these sub functional areas, contents of functional strategies, important factors, and their importance in the process of strategy implementation is identified.
In terms of the levels of strategy formulation, functional strategies operate below the SBU or business-level strategies. Within functional strategies there might be several sub-functional areas. Functional strategies, are made within the higher level strategies and guidelines therein that are set at higher levels of an organisation. Functional managers need guidance from the business strategy in order to make decisions. Operational plans tell the functional managers what has to be done while policies state how the plans are to be implemented.
Major strategies need to be translated to lower levels to give holistic strategic direction to an organisation. Functional strategies provide details to business strategy & govern as to how key activities of the business will be managed. Functional strategies play two important roles. Firstly, they provide support to the overall business strategy. Secondly, they spell out as to how functional managers will work so as to ensure better performance in their respective functional areas. The reasons why functional strategies are really important and needed for business can be enumerated as follows:
The development of functional strategies is aimed at making the strategies-formulated at the top management level-practically feasible at the functional level. 
Functional strategies facilitate flow of strategic decisions to the different parts of an organisation. 
They act as basis for controlling activities in the different functional areas of business. 
The time spent by functional managers in decision-making is reduced as plans lay down clearly what is to be done and policies provide the discretionary framework within which decisions need to be taken. 
Functional strategies help in bringing harmony and coordination as they remain part of major strategies. 
Similar situations occurring in different functional areas are handled in a consistent manner by the functional managers.  

Question 10
Read the following case and answer the questions at the end:
Dr. Sukumar inherited his father’s Dey’s Lab in Delhi in 1995. Till 2002, he owned 4 labs in the National Capital Region (NCR). His ambition was to turn it into a National chain. The number increased to 7 in 2003 across the country, including the acquisition of Platinum lab in Mumbai. The number is likely to go to 50 within 2 -3 years from 21 at present. Infusion of Rs. 28 crores for a 26% stake by Pharma Capital has its growth strategy.
The lab with a revenue of Rs. 75 crores is among top three Pathological labs in India with Atlantic (Rs. 77 crores) and Pacific (Rs. 55 crores). Yet its market share is only 2% of Rs. 3,500 crores market. The top 3 firms command only 6% as against 40-45% by their counterparts in the USA.
There are about 20,000 to 1,00,000 stand alone labs engaged in routine pathological business in India, with no system of mandatory licensing and registration. That is why Dr. Sukumar has not gone for acquisition or joint ventures. He does not find many existing laboratories meeting quality standards. His six labs have been accredited nationally whereon many large hospitals have not thought of accreditation; The College of American pathologists accreditation of Dey’s lab would help it to reach clients outside India.
In Dey’s Lab, the bio-chemistry and blood testing equipments are sanitised every day. The bar coding and automated registration of patients do not allow any identity mix-ups. Even routine tests are conducted with highly sophisticated systems. Technical expertise enables them to carry out 1650 variety of tests. Same day reports are available for samples reaching by 3 p.m. and by 7 a.m. next day for samples from 500 collection centres located across the country. Their technicians work round the clock, unlike competitors. Home services for collection and reporting is also available.
There is a huge unutilised capacity. Now it is trying to top other segments. 20% of its total business comes through its main laboratory which acts as a reference lab for many leading hospitals. New mega labs are being built to encash preclinical and multi-centre clinical trials within India and provide postgraduate training to the pathologists.
Questions:
(i) What do you understand by the term Vision? What is the difference between ‘Vision’ and ‘Mission’? What vision Dr. Sukumar had at the time of inheritance of Dey’s Lab? Has it 

	
	been achieved?
	(2 + 2 + 2 + 2 = 8 Marks)

	(ii)
	For growth what business strategy has been adopted by Dr. Sukumar?
	(2 Marks)

	(iii)
	What is the marketing strategy of Dr. Sukumar to overtake its competitors?
	(6 Marks)

	(iv)
	In your opinion what could be the biggest weakness in Dr. Sukumar’s business strategy?

	
	
	
	(4 Marks)


Answer 10
(i) A Strategic vision is a road map of a company’s future – providing specifics about technology and customer focus, the geographic and product markets to be pursued, the capabilities it plans to develop, and the kind of company that management is trying to create. A strategic vision thus points an organisation in a particular direction, charts a strategic path for it to follow in preparing for the future, and moulds organisational identity.  

A company’s Mission statement is typically focused on its present business scope – “who we are and what we do”. Mission statements broadly describe an organisation’s present capabilities, customer focus, activities, and business makeup. Mission is also an expression of the vision of the corporation. To make the vision come alive and become relevant, it needs to be spelt out. It is through the mission that the firm spells out its vision. 

Dr. Sukumar’s vision at the initial stage was to turn his one pathological laboratory firm into a national chain of pathological laboratories. He is in the process of achieving the vision as a number of Labs have been opened and others are in pipeline. However, at the same time the market share is low when compared with the external benchmark from US market. 

(ii) To a large extent Dr. Dey’s Lab has opted the business strategy of internal growth rather than going in for acquisitions or joint ventures. The reason for such a strategy is that Dr. Sukumar does not find many existing laboratories meeting the quality standards. To fund its growth and raise funds it has also given a 26% stake to Pharma Capital. 

(iii) Dr. Sukumar’s marketing strategy is superior to its competitors. Over a period of time it is able to evolve itself as reference lab for many leading hospitals. This is a testimony of the level of confidence it enjoys among the medical professionals. It provides a high level of customer services because of the following: 

Product mix: It possesses technical expertise to conduct 1650 variety of tests. 
Quality: The laboratories use modern methods to conduct tests. Even routine tests are conducted with highly sophisticated procedures. Technology such as bar coding and automated registration of patients is also used. Thus there are no mistakes in the identity of samples. There is also daily sanitisation and validation of lab equipments. 

Speed: Laboratories are working round-the-clock. Further, using modern systems the company is able to deliver test results faster. 

Convenience: There are 500 collection centres for the laboratory, thereby the reach is more. Additionally, system of collection of samples from home also provide convenience to the patients and others. 

(iv) A weakness is an inherent limitation or constraint of the organisation which creates strategic disadvantage to it. In the case it is given that Dr Sukumar has not gone for  mergers and acquisition as he does not find many prospective laboratories meeting the quality standards. Thus its biggest weakness is its inability to capitalise the opportunities through mergers and acquisitions. Acquisitions and partnerships can help in leveraging the existing goodwill.

Many of these labs must be enjoying a lot of goodwill in their region. In fact, a business in the medical field such as a pathological laboratory, trust and faith are important. On account of its size and available resources Dey’s Lab could have easily acquired some of these labs and built upon their names. With resources it should be feasible to modernise them to make them compatible with the business ideology and quality systems of the Dey’s Lab. However, it appears that the company lacked capability to modernise an existing laboratory.
PAPER – 6 : INFORMATION TECHNOLOGY AND STRATEGIC MANAGEMENT
Section   A : Information Technology
Attempt all questions.
Question 1
(d) Describe briefly the following terms: 

(i) CMOS 

(ii) Multiprocessing 

(iii) Computer output microfilm 

(iv) Structured Query Language 

(v)     DNS Server.
(5     1 = 5 Marks)
(vii) Explain each of the following: 

Firewalls 

Flash memory 

Interpreter 

Multiplexer 

(v)     Transaction log.
(5     1 = 5 Marks)
Answer
(b) (i) CMOS: It is known as complementary metal oxide semiconductor. The PC uses the CMOS memory to store the date, time and system set up parameters, which are loaded every time the computer is started. It is powered by lithium ion battery. 
Multiprocessing: It refers to the use of two or more central processing units, linked together, to perform coordinated work simultaneously. The jobs can be processed more rapidly. It is also known as parallel processing. 

Computer Output Microfilm (Microfiche): It is an output technique that records output from a computer as microscopic images on roll or sheet film. These are the same images, which can be printed on paper. The COM recording process reduces characters by 24, 42 or 48 times smaller than the normal size produced by the printer. The information is then recorded on sheet film called 16 mm, 35 mm microfilm or 105 mm microfiche. 

Structured Query Language (SQL): It is a set of thirty English like commands to create, update and access data from a database allowing users to raise adhoc queries interactively without the help of programmers. 

DNS Server: Domain Name Server is an Internet-wide distributed database system that documents and distributes network specific information such as the associated IP  address  for  a  host  name,  and  vice-versa.   The  host  storing  this  database  is  a domain name server.

	
	
	

	
	
	
	

	(b)
	(i)
	Firewalls: Firewall  is  a  device  that  forms  a  barrier between a secure and an open

	
	
	environment when the latter environment is usually   considered hostile.   Generally,

	
	
	it  is  used  to  control  the  flow  of  traffic  between  the  Internet  and  an  organisation’s

	
	
	LAN.   It  enforces  security  policies  to  protect  the  organisation’s  internal  resources

	
	
	from unwanted intrusion.
	

	
	(ii)
	Flash Memory: Flash memory chips are a form of static RAM (SRAM) chips, which

	
	
	store  data  much  like  those  used  in  the  computer’s  primary  storage.  However,  the

	
	
	data  stays  recorded  even  when  the  power  is  turned  off.  Flash  memory  is  non-

	
	
	volatile. Flash memory devices have no moving parts, and are therefore very fast.

	
	(iii)
	Interpreter: It refers to a language translator that converts source program written

	
	
	in high level language to machine code.   Interpreter translates programs a line at a

	
	
	time  as  it  is  being  run.
	Each  statement  is  translated  into  machine  language  just

	
	
	before it is executed.
	

	
	(iv)
	Multiplexer: It is a device that enables several devices to share one communication

	
	
	line.  The Multiplexer scans each device to collect and transmit data on a single line

	
	
	to  the  CPU,  and  also  communicates transmission from the  CPU to the appropriate

	
	
	terminal  linked  to  the  multiplexer.  The  devices  are  polled  and  periodically  asked

	
	
	whether there is any data to transmit.

	
	(v)
	Transaction  Log:   A  transaction  log  is  a  file  that  records  database  modifications

	
	
	such  as  insert,  update,  delete,  commit,  rollback  and  database  schema  changes.

	
	
	The  database  engine  uses  a  transaction  log  to  apply  any  changes  made  between

	
	
	the most recent checkpoint and the system failure.


Question 2
Answer any two of the following:
(a) Describe various factors which must be considered in determining the best file organisation for a particular application.
(b) Briefly explain various types of communication services used to transmit data in a network. 

(c) Explain briefly various Disaster Recovery (DR) plans for eliminating Down Time. 

(2     5 = 10 Marks)
Answer
(a) The following factors may be considered in determining the best file organization for a particular application: 
1. File volatility: It refers to the number of additions and deletions to the file in a given period of time. For a high volatile file, ISAM file is not a good choice. Perhaps other direct access methods would be appropriate, since additions would have to be placed in the overflow area and constant reorganization of the file will be required. If there are no interrogation requirements, then sequential file organization will be better.

(ak) File activity: It is the proportion of master file records that are actually used or accessed in a given processing run. At one extreme, it is the real-time file where each transaction is processed immediately and hence at a time, only one master record is accessed. This situation obviously requires a direct access method. At the other extreme is a file, such as a payroll master file, where almost every record is accessed when the weekly payroll is processed. In this case, a sequentially ordered master file would be more efficient. 

(al) File interrogation: It refers to the retrieval of information from a file. If the retrieval of individual records must be fast to support a real-time operation such as airline reservation then some kind of direct organization is required. If, on the other hand, requirements for data can be delayed, then all the individual requests or information can be batched and run in a single processing run with a sequential file organization. 

(am) File Size: Large files that require many individual references to records with immediate response must be organized under some type of direct access method. On the other hand, with small files, it may be more efficient to search the entire file sequentially or, with a more efficient binary search, to find an individual record than to maintain complex indexes or complex direct addressing scheme. 

(b) Communication Services: An organisation that wishes to transmit data uses one of the common carrier services to carry the messages from station to station. Some of the common types of communication services used to transmit data in a network are: 
1. Narrow Band Service: It is used where data volume is relatively low. The transmission rates usually range from 45 to 300 bits per second. Examples of this service are telephone companies, typewriters exchange service (TWX) and Telex service. 
2. Voice Band Service: Voice band services use ordinary telephone lines to send data messages. Transmission rates vary from 300 to 4,800 bits per second, and higher. 
3. Wide Band Service: Wide band services provide data transmission rates from several thousands to several million bits per second. These services are limited to high-volume users. Such services generally use coaxial cable or microwave communication. 
Communication Services may be either leased or dial up. A leased communication channel, which gives the user exclusive use of the channel, is used where there are continuing data transmission needs. The dial up variety requires the person to dial the computer. This alternative is appropriate when there are periodic data to be transmitted.
(c) Disaster Recovery (DR) Plans: Data centres need to be equipped with the appropriate disaster recovery system that minimizes downtime for its customers. The following different types of disaster recovery plans are used: 
1. Cold site: An alternative facility that is devoid of any resources or equipment, except air conditioning and raised flooring. Equipment and resources must be installed in such a facility to duplicate the critical business functions of an organisation. Cold sites may have variations depending on their communication facilities. 
2. Warm site: An alternate processing site that is only partially equipped, as compared to a hot site, which is fully equipped. It may have shared or dedicated server. 
3. Hot site: An alternative facility that has the equipment and resources to recover business functions that are affected by a disaster. Hot sites may vary in the type of facilities offered such as data processing, communication, or other critical business functions which need duplication. The location and size of the hot site must be proportional to the equipment and resources needed. 
Question 3
	(a)
	Describe   the   various   features   of   Third-Generation   Languages
	(3GLs)
	and   Fourth-

	
	Generation Languages (4GLs).
	
	

	(b)
	What are the Network Threats and Vulnerabilities?
	(6 + 4
	= 10 Marks)


Answer
(a)    These are the main features of the 3GLs and 4GLs:
Sl.
Third-Generation Languages
Fourth-Generation Languages
No.

3 GLs

4 GLs
1.
It     is     intended     for     use     by
It  may  be  used  by  a  non-programming  end-

professional programmers.
programmers,   end   users   as   well   as   a




professional programmer.
2.
It requires specification of how to
It   requires   specification   of   what   task   to

perform the task.

perform (system determines how to perform




the task).
3.
It requires that all alternatives be
It  is  having  default  alternatives  built  in;  end

specified.

user need not specify these alternatives.
4.
It    requires    large    number    of
It  requires  far  fewer  instructions  (less  than

procedural instructions.
one-tenth in most cases).
5.
The code may be difficult to read,
The    code    is    easy    to    understand    and

understand and maintain.
maintain because of English-like commands.
6.
The
language
developed
The  language  developed  primarily  for  on- 


originally for batch operation.
line use.
(d) It can be difficult to learn. Many features can be learned quickly. 

(e) It is difficult to debug the error. Errors   easier   to   locate   because   of   short 
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programs, more structured code, and use of defaults and English-like language.
	9.
	The   approach   is   typically   file-
	The    approach    is    typically    data    base

	
	oriented.
	oriented.



(b) The threats to the security of system assets can be broadly divided into nine categories: 
(i) Fire, 

(ii) Water, 

(iii) Energy variations like voltage fluctuation, circuit breakage, etc., 

(iv) Pollution, 

(v) Intrusions and eavesdropping, which can be eliminated / minimised by physical access controls, prevention of electromagnetic emission and providing the facilities with their proper locations / sites, 

(vi) Viruses and worms, which can be avoided by using licensed copies of software files, cutting the use of shareware, downloading files or software only from reliable websites, implementing read-only access to software, installing anti-virus software, 

(vii) Misuse of software, data and services, which can be avoided by preparing employees’ code of conduct, 

(viii) Structural damages and 

(ix) Hackers, the expected loss from whose activities can be mitigated only by robust logical access controls. 

Question 4
A bicycle shop in a city hires bicycles by the day at different rates for different models as given below:
	Model No.
	Hire rate per day (Rs.)

	Model No. 1
	14.00

	Model No. 2
	12.00

	Model No. 3
	10.00



In order to attract customers, the shopkeeper gives a discount on the number of days a bicycle is hired for. The policy of discount is as given below:
	No. of days
	Discount rate (%)

	1   5
	0.00

	6   10
	8

	11 and over
	15



For every bicycle hired, a deposit of Rs. 30.00 must be paid.
Develop a flow chart to print out the details for each customer such as name of the customer, bicycle model number, number of days a bicycle is hired for, hire charges, discount and total
	charges including deposits.
	(10
	Marks)

	Answer
	
	

	The following flow chart is given on next page
	
	

	Question 5
	
	

	Write short notes on the following:
	
	

	(i)
	Data warehouse
	
	

	(ii)
	Bullwhip effect in Supply Chain Management.
	(2     5 = 10
	Marks)


Answer
(c) Data warehouse: It is a computer database that collects, integrates and stores an organization's data with the aim of producing accurate and timely management information and supporting data analysis. It was developed to meet a growing demand for management information and analysis that could not be met by operational systems. Operational systems were unable to meet this need for a range of reasons: 
The processing load of reporting reduced the response time of the operational systems. 
The database designs of operational systems were not optimised for information analysis and reporting. 
Most organizations had more than one operational system, so company-wide reporting could not be supported from a single system. 
Development of reports in operational systems often requires writing specific computer programs, which is slow and expensive. 
As a result, separate computer databases began to be built that were specifically designed to support management information and analysis purposes. These data warehouses were able to bring in data from a range of different data sources.
The advantages of using a data warehouse are:
Enhanced end-user access to a wide variety of data. Increased data consistency. 
Increased productivity and decreases computing costs. 
It is able to combine data from different sources, in one place. 
It provides an infrastructure that could support changes to data and replication of the changed data back into the operational systems. 
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(ii) Bullwhip Effect in Supply Chain Management: The Bullwhip Effect or Whiplash Effect is an observed phenomenon in forecast driven distribution channels. Because customer demand is rarely perfectly stable, business must forecast demand in order to properly position inventory and other resources. Because of forecast errors, companies often carry an inventory buffer called safety stock. Moving up the supply chain from end consumer to raw materials supplier, each supply chain participant has greater observed variations in demand and thus greater need for safety stock. In periods of rising demand, down stream participants will increase their orders. In periods of falling demand, orders will fall in order to reduce inventory. The effect is that variations are amplified the farther you get from the end-consumer. Supply chain experts call it as Bullwhip effect. The following factors contribute to the Bullwhip Effect: 
(i) Forecast Errors 

(ii) Lead Time Variability 

(iii) Batch Ordering 

(iv) Price Fluctuations 

(v) Product Promotions 

(vi) Inflated Orders 

(vii) Methods intended to reduce uncertainty, variability and lead time 

(viii) Vendor Managed Inventory (VMI) 

(ix) Just In Time replenishment (JIT) 

(x) Strategic Partnership (SP). 

Section B : Strategic Management
Question 6
State with reasons which of the following statements is correct/incorrect (Attempt any three):
(a) “Profit may not be a universal objective but business efficiency is definitely an objective common to all business”. 

(b) “Industry is a grouping of dissimilar firms”. 

(c) “Resistance to change is an impediment in building of strategic supportive corporate culture”. 

(d) “Changes of any type are always disquieting, sometimes they may be threatening.” 

(e) “Efficiency and effectiveness mean the same in strategic management”. 

(3    2 = 6 Marks)
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Answer
(a) CORRECT: It is generally asserted that business enterprises are primarily motivated by the objective of profit. Organizations pursue multiple objectives rather than a single objective in which business efficiency is a very useful operational objective. Many organizations, particularly charitable and non-government do not aim for making profits. But in general, all organizations aim for optimum utilization of resources and economy in operational costs. 
(b) INCORRECT: Industry is a consortium of firms whose products or services have homogenous attributes or are close substitutes such that they compete for the same buyer. For example, all paper manufacturers constitute the paper industry. 
(c) CORRECT: Corporate culture refers to a company’s values, beliefs, business principles, traditions, ways of operating, and internal work environment. In an organizational effort to build strategic supportive corporate culture resistance can impede its successful implementation and execution. 
(d) INCORRECT: Favourable changes either in the external environment or internal environment are not threatening and/or disquieting. Changes that are initiated by the management to bring improvements in its working are not always disquieting. However, sometimes changes can be threatening especially for old and weak organizations with risk averse and stodgy managers. 
(e) INCORRECT: Efficiency pertains to designing and achieving suitable input output ratios of funds, resources, facilities and efforts whereas effectiveness is concerned with the organization’s attainment of goals including that of desired competitive position. While efficiency is essentially introspective, effectiveness highlights the links between the organization and its environment. In general terms, to be effective is to do the right things while to be efficient is to do things rightly. 
Question 7
Briefly answer any two of the following:
(a) What is meant by retrenchment strategy? 

(b) Growth phase of product life cycle. 

(c)    Strategic groups.
(2    2 = 4 Marks)
Answer
(a) Retrenchment strategy implies substantial reduction in the scope of organization’s activity. A business organization can redefine its business by divesting a major product line or market. While retrenching organizations might set objectives below the past level of objectives. It is essentially a defensive strategy adopted as a reaction to operating problems stemming from either internal mismanagement, unanticipated actions by competitors or hostile and unfavourable changes in the business environmental conditions. With a retrenchment strategy the endeavour of management is to raise thelevel of enterprise achievements focusing on improvements in the functional performance and cutting down operations with negative cash flows.
(iii) Product life cycle (PLC) is a concept that describes a product’s four major life stages, i.e., introduction, growth, maturity and decline in terms of sales, profits, customers, competitors and marketing emphasis. As the product finds market acceptance in introduction stage, it gradually enters the ‘Growth’ stage. During growth stage there is an exponential rise of the volumes accepted by the market. Many new entrants join the industry and then fight for market share. In this stage consolidation and concentration begins. Profits increase and mass marketing is done with product differentiation. 
(iv) Strategic groups are conceptually defined clusters of competitors that share similar strategies and therefore compete more directly with one another than with other firms in the same industry. Strong economic compulsions often constrain these firms from switching one competitive posture to another. Any industry contains only one strategic group when all firms essentially have identical strategies and have comparable market positions. At the other extreme, there are as many strategic groups as there are competitors when each rival pursues a distinctively different competitive approach and occupies a substantially different competitive position in the market place. 
Question 8
What do you mean by strategic leadership? What are two approaches to leadership style? To bring in strategic change which three steps may be initiated? (3+3+4 = 10 Marks)
Answer
Strategic leadership is the ability of influencing others to voluntarily make decisions that enhance prospects for the organisation’s long-term success while maintaining short-term financial stability. It includes determining the firm’s strategic direction, aligning the firm’s strategy with its culture, modelling and communicating high ethical standards, and initiating changes in the firm’s strategy, when necessary. Strategic leadership sets the firm’s direction by developing and communicating a vision of future and inspire organization members to move in that direction. Unlike strategic leadership, managerial leadership is generally concerned with the short-term, day-to-day activities.
Two basic approaches to leadership can be transformational leadership style and transactional leadership style.
Transformational leadership style use charisma and enthusiasm to inspire people to exert them for the good of the organization. Transformational leadership style may be appropriate in turbulent environments, in industries at the very start or end of their life-cycles, in poorly performing organizations when there is a need to inspire a company to embrace major changes. Transformational leaders offer excitement, vision, intellectual stimulation and personal satisfaction. They inspire involvement in a mission, giving followers a ‘dream’ or ‘vision’ of a higher calling so as to elicit more dramatic changes in organizational performance. Such a leadership motivates followers to do more than originally affected to do by stretching their abilities and increasing their self-confidence, and also promote innovation throughout the organization.
Whereas, transactional leadership style focus more on designing systems and controlling the organization’s activities and are more likely to be associated with improving the current situation. Transactional leaders try to build on the existing culture and enhance current practices. Transactional leadership style uses the authority of its office to exchange rewards, such as pay and status. They prefer a more formalized approach to motivation, setting clear goals with explicit rewards or penalties for achievement or non-achievement.
Transactional leadership style may be appropriate in settled environment, in growing or mature industries, and in organizations that are performing well. The style is better suited in persuading people to work efficiently and run operations smoothly.
For initiating strategic change, three steps can be identified as under:
(e) Recognise the need for change: The first step is to diagnose which facets of the present corporate culture are strategy supportive and which are not. This basically means going for environmental scanning involving appraisal of both internal and external capabilities may it be through SWOT analysis and then determine where the lacuna lies and scope for change exists. 

(f) Create a shared vision to manage change: Objectives and vision of both individuals and organization should coincide. There should be no conflict between them. Senior managers need to constantly and consistently communicate the vision not only to inform but also to overcome resistance through proper communication. Strategy implementers have to convince all those concerned that the change in business culture is not superficial or cosmetic. The actions taken have to be credible, highly visible and unmistakably indicative of management’s seriousness to new strategic initiatives and associated changes. 

(g) Institutionalise the change: This is basically an action stage which requires implementation of changed strategy. Creating and sustaining a different attitude towards change is essential to ensure that the firm does not slip back into old ways of thinking or doing things. Capacity for self-renewal should be a fundamental anchor of the new culture of the firm. Besides, change process must be regularly monitored and reviewed to analyse the after-effects of change. Any discrepancy or deviation should be brought to the notice of persons concerned so that the necessary corrective actions are taken. It takes time for the changed culture to prevail. 
Question 9
Under   what   conditions   would   you   recommend   the   use   of   Turnaround   strategy   in   an
organization? What could be a suitable work plan for this?
(5+5 = 10 Marks)
Answer
Rising competition, business cycles and economic volatility have created a climate where no business can take viability for granted. Turnaround strategy is a highly targeted effort to return an organization to profitability and increase positive cash flows to a sufficient level.
Organizations those have faced a significant crisis that has negatively affected operations requires turnaround strategy. Turnaround strategy is used when both threats and weaknesses adversely affect the health of an organization so much that its basic survival is a question. When organization is facing both internal and external pressures making things difficult then it has to find something which is entirely new, innovative and different. Being organization’s first objective is to survive and then grow in the market; turnaround strategy is used when organization’s survival is under threat. Once turnaround is successful the organization may turn to focus on growth.
Conditions for turnaround strategies
When firms are losing their grips over market, profits due to several internal and external factors, and if they have to survive under the competitive environment they have to identify danger signals as early as possible and undertake rectification steps immediately. These conditions may be, inter alia cash flow problems, lower profit margins, high employee turnover and decline in market share, capacity underutilization, low morale of employees, recessionary conditions, mismanagement, raw material supply problems and so on.
Action plan for turnaround strategy
Stage One – Assessment of current problems: The first step is to assess the current problems and get to the root causes and the extent of damage the problem has caused. Once the problems are identified, the resources should be focused toward those areas essential to efficiently work on correcting and repairing any immediate issues.
Stage Two – Analyze the situation and develop a strategic plan: Before you make any major changes; determine the chances of the business’s survival. Identify appropriate strategies and develop a preliminary action plan. For this one should look for the viable core businesses, adequate bridge financing and available organizational resources. Analyze the strengths and weaknesses in the areas of competitive position. Once major problems and opportunities are identified, develop a strategic plan with specific goals and detailed functional actions.
Stage Three – Implementing an emergency action plan: If the organization is in a critical stage, an appropriate action plan must be developed to stop the bleeding and enable the organization to survive. The plan typically includes human resource, financial, marketing and operations actions to restructure debts, improve working capital, reduce costs, improve budgeting practices, prune product lines and accelerate high potential products. A positive operating cash flow must be established as quickly as possible and enough funds to implement the turnaround strategies must be raised.
Stage Four – Restructuring the business: The financial state of the organization’s core business is particularly important. If the core business is irreparably damaged, then the outlook for the entire organization may be bleak. Prepare cash forecasts, analyze assets and debts, review profits and analyze other key financial functions to position the organization for rapid improvement.
During the turnaround, the “product mix” may be changed, requiring the organization to do some repositioning. Core products neglected over time may require immediate attention toremain competitive. Some facilities might be closed; the organization may even withdraw from certain markets to make organization leaner or target its products toward a different niche.
The ‘people mix” is another important ingredient in the organization’s competitive effectiveness. Reward and compensation systems that encourage dedication and creativity encourage employees to think profits and return on investments.
Stage Five – Returning to normal: In the final stage of turnaround strategy process, the organization should begin to show signs of profitability, return on investments and enhancing economic value-added. Emphasis is placed on a number of strategic efforts such as carefully adding new products and improving customer service, creating alliances with other organizations, increasing the market share, etc.

Question 10
Read the following case and answer the question given at the end:
In 2006-07 PTC Food division decided to enter the fast growing (20-30% annually) snacks segment, an altogether new to it. It had only one national competitor- Trepsico’s Trito. After a year its wafer snack brand – Ringo, fetched 20% market share across the country. Ringo’s introduction was coincided with the cricket world Cup. The wafer snacks market is estimated to be around Rs. 250 crores.
The company could take the advantage of its existing distributing network and also source potatoes from farmers easily. Before the PTC could enter the market a cross- functional team made a customer survey through a marketing research group in 14 cities of the country to know about the snacks of eating habits of people. The result showed that the customers within the age-group 15-24 years were the most promising for the product as they were quite enthusiastic about experimenting new snack taste. The company reported to its chefs and the chefs came out with 16 flavours with varying tastes suiting to the targeted age-group.
The company decided to target the youngsters as primary target on the assumption that once they are lured in, it was easier to reach the whole family.
Advertising in this category was extremely crowded. Every week two -three local products in new names were launched, sometimes with similar names. To break through this clutter the company decided to bank upon humour appeal.
The Industry sources reveal that PTC spent about Rs. 50 crores on advertisement and used all possible media – print and electronic, both including the creation of its own website, Ringoringoyoungo.com with offers of online games, contest etc. Mobile phone tone downloading was also planned which proved very effective among teenagers. The site was advertised on all dotcom networks. Em TV, Shine TV, Bee TV and other important channels were also used for its advertisement alongwith FM radio channels in about 60 cities with large hoardings at strategic places.
Analysts believe that Ringo’s success story owes a lot to PTC’s widespread distribution channels and aggressive advertisements. Humour appeal was a big success. The ‘Ringo’ was made visible by painting the Railways bogies passing across the States. It has also been successful to induce Lovely Brothers’ Future Group to replace Trito in their Big- Bazaar and chain of food Bazaars.PTC is paying 4% higher margin than Trepsico to Future group and other retailers.
Ringo to giving Trepsico a run for its money. Trito’s share has already been reduced considerably. Retail tie-ups, regional flavours, regional humour appeals have helped PTC. But PTC still wants a bigger share in the market and in foreign markets also, if possible.

Questions 10
	(a)
	What is SWOT Analysis?
	(4 Marks)

	(b)
	What are the strength of PTC ?
	(4 Marks)


(c)    What are the weaknesses of PTC for entering into the branded snacks market? (4 Marks)
(d)    What kind of marketing strategy was formulated and implemented for Ringo?      (8 Marks)
What else need to be done by Ringo so as to enlarge its market?
Answer
(f) SWOT analysis is a tool used by organizations for evolving strategic options for the future. The term SWOT refers to the analysis of strength, weaknesses, opportunities and threats facing a company. Strengths and weaknesses are identified in the internal environment, whereas opportunities and threats are located in the external environment. 
Strength: Strength is an inherent capability of the organization which it can use to gain strategic advantage over its competitor. 
Weakness: A weakness is an inherent limitation or constraint of the organisation which creates strategic disadvantage to it. 
Opportunity: An opportunity is a favourable condition in the external environment which enables it to strengthen its position. 
Threat: An unfavourable condition in the external environment which causes a risk for, or damage to the organisation’s position. 
(g) The strengths of PTC are: 
PTC has an existing distribution network that is used to its advantage. 

The company has strengths in the area of procurement of potato, raw material to make the wafers. 

Financially the company is very strong as they are spending 50 crores on advertising in a market worth 250 crores. 

The company has diverse flavours of wafers in its portfolio that are according to the different tastes of the target group. 

PTC has done good bargaining deals with food bazaars and food chains. 

The cross-functional team of PTC made a virtuous marketing research. 

(c) Weaknesses are inherent limiting factors of an organization. They are internal by nature to the working of the organization. The case study does not clearly mention the points that can conclusively be weaknesses of the company. However, a deeper analysis will bring out that the company is totally new to the snacks business and is highly aggressive in its approach. 
The experience in the food business may not result in the required competencies in the business of chips. Seemingly, the company has also gone overboard in its advertisement expenditure. It may be that the margins justify expenditure of 20% in value of the total market size of Rs. 250 Crores. Otherwise, the company may come into financial difficulties. Creating market may also be difficult as already there are many players who are trying to get attention of existing and new customers. 
The business is already cluttered with regional and national players and is highly competitive. Further, the company is overly relying on young segment of the population. This segment can be highly receptive to the new products and the company may lose them easily to the competitors. 
(d) Formulation and Implementation of marketing strategy was as under: 
The Product: To launch its snack product, an easy to remember brand name RINGO was decided upon. To understand the snacking habits of Indian customer a large survey was undertaken. Chefs on the basis of the market survey came out with sixteen flavours. The target group was identified as youngsters of 15 – 24 years. 
The Promotion: The company spent about Rs.50 crore on marketing communication. Different Media including print, electronic and outdoor advertising were put to use. Appeal used was that of humour. A huge visibility through point-of-sale was also arranged. Promotion policy was very aggressive considering that 50 crores were spent in a market of 250 crores. 
The Place: Getting Trito replaced by Ringo in Big-Bazaar and food Bazaar chain of stores was a great success for PTC. To motivate a higher margin than the Trepsico was provided for. PTC even otherwise has extensive distribution network. 
A perfect blend of marketing mix has made it possible to go so far and so early. Since the marketing strategy has remained successful, they need to carry it forward. However, they also need to keep a restrain on promotion as spending huge amount of money on marketing for a share in the market of 250 crores seems to be too high. Such an expensive campaign is only suitable if the company is able to increase the market size itself and not merely its own in the existing market share. To achieve this it requires competencies. Otherwise, it might be difficult to sustain high expenditure over a very long period of time. 

PAPER – 6 : INFORMATION TECHNOLOGY AND STRATEGIC MANAGEMENT
Section  A: Information Technology
Attempt all questions.
Question 1
(e) Describe briefly the following terms: 

(i) DDL 

(ii) Multiprogramming 

(iii) MODEM 

(iv) Cache Memory 

(v)    SVGA
(5x1 = 5 Marks)
(viii) Explain each of the following: 

Smart Card System 

Data Warehouse 

Compiler 

File Maintenance 

(v)    Incremental Backup
(5x1 = 5 Marks)
Answers
(c) (i) DDL : DDL or Data Definition Language defines the conceptual schema providing a link between the logical and physical structures of the database. Some of the DDL 
functions define the physical characteristics of each record, field in the record, field’s data type, its length, its logical name and also specify relationships among the records, describe the schema and subschema, provide means for associating related records or fields, provide for data security measures and logical and physical data independence.
(v) Multiprogramming: Multiprogramming is defined as execution of two or more programs that reside in primary storage. The CPU can execute only one instruction at a time, but can however, execute instructions from one program, then from second program then from first again, and so on. This type of processing is referred as “Concurrent Execution.” 

b MODEM: It stands for Modulator/Demodulator and is an encoding as well as decoding device used in data transmission that converts a digital computer signal into an analog telephone signal (i.e. it modulates the signal) and converts an analog telephone signal into a digital computer signal (i.e. it demodulates the signal) in a data communication system. 

(iv) Cache Memory: Cache memory is a high speed memory capable of keeping up with the speed of CPU. It is similar to RAM from the access point of view and acts as a buffer between the CPU and the slower main memory. 

(v) SVGA: SVGA or Super Video Graphics adapter is an improvement on the VGA. Two combinations of resolutions and colors provided by SVGA are: 

· 640 x 480 pixels with 256 colors. 
· 1024 x 480 pixels with 16 colors 
(b) (i) Smart Card System: Smart cards resemble credit cards in size and shape and contain a microprocessor chip and memory, where as some include a keypad as well. These cards are used most frequently to make electronic purchases and to electronically transfer funds between accounts. These cards could contain digitized fingerprints of the cardholder, which could be compared at a security checkpoint to fingerprints of people who are authorized to enter a secure area.
(ii) Data Warehouse: It is a computer database that collects, integrates and stores an organization’s data with the aim of producing accurate and timely management information and supporting data analysis. The data warehouses bring in data from a range of different data sources such as mainframe computers, micro computers as well as personal computers and office automation software such as spreadsheets and integrate this information in a single place. 

(iii) Compiler: A compiler translates the entire program written in high-level languages such as COBOL, FORTRAN, and PASCAL into machine language before the program is executed. Compilers typically result in programs that can be executed much more swiftly than those handled by interpreters. 

(iv) File Maintenance: File maintenance includes the updating of a file to reflect the effects of periodical changes by adding, altering data, eg. the addition of new programs to program library on magnetic disk. 

(v) Incremental Backup: This uses the DBBACKUP utility to copy the transaction log file since the most recent full backup. When incremental backup is performed, the mirror log is not backed up. When the user takes the backup and rename the log files, the transaction and mirror log file is renamed and new log files are created. 

Question 2
Answer any two of the following:
2 Briefly explain various functions of Communication Software. 

3 Describe various features of Data Centers. 

(c)    Explain the basic functions of an operating system.
(2 x 5 = 10 Marks)
Answers
(d) Various Functions of Communication Software: Communication software manages the flow of data across a network. It performs the following functions: 
(i) Access control: Linking and disconnecting different devices; automatically dialing and answering telephones; restricting access to authorized users and establishing parameters such as speed, mode, and direction of transmission. 

(ii) Network management: Polling devices to see whether they are ready to send or receive data; queuing input and output; determining system priorities; routing messages and logging network activity, use, and errors. 

(iii) Data and file transmission: Controlling the transfer of data, files, and messages among various devices. 

(iv) Error detection and control: Ensuring that the data sent is indeed the data received. 

(v) Data security: Protecting data during transmission from unauthorized access. 
(c) Data Center is a centralized repository for the storage, management and dissemination of data and information. Data centers can be defined as highly secure with fault-resistant facilities and hosting computer equipment that connects to telecommunication networks. 
Features of Data Centers 

(i) Size: Data centers are characterized foremost by the size of their operations and require a minimum area of around 5,000 to 30,000 square meters. A financially viable data center could comprise of a hundred to several thousand servers. 

(ii) Data Security: It should ensure maximum data security and 100 per cent availability. Data centers have to be protected against intruders by controlling access to the facility and by video surveillance. They should be able to withstand natural disasters and calamities, like fire and power failures. Recovery sites must be well maintained. 

(iii) Availability of Data: The goal of a data center is to maximize the availability of data, and to minimize potential downtime. To do this, redundancy has to be built into all the mission critical infrastructure of the data center, such as connectivity, 

electrical supply, security and surveillance, air conditioning and fire suppression.
(i) Electrical and power systems: A data center should provide the highest power availability with uninterrupted power systems (UPS). 

(ii) Security: Physical security and systems security are critical to operations. Thus, it should provide both types of security measures to ensure the security of equipments and data placed at the data center. 

(c) The operating system may be defined as an integrated system of programs which supervises the operation of the CPU, controls the input/output functions of the computer system, translates the programming languages into the machine languages and provides various support services. 
There are six basic functions that an operating system can perform. These are:-
(j) Schedule Jobs: Operating systems can determine the sequence in which jobs are executed, using priorities established by the organization. 

(k) Manage Hardware and Software Resources: Operating systems cause the user’s application program to be executed by loading it into primary storage and then cause the various hardware units to perform as specified by the application. 

(l) Maintain System Security: They may require users to enter a password - a group of characters that identifies users as being authorized to have access to the system. 

(m) Enable Multiple User Resource Sharing: They can handle the scheduling and execution of the application programs for many users at the same time, a feature called multiprogramming. 

(n) Handle Interrupts : An interrupt is a technique used by the operating system to temporarily suspend the processing of one program in order to allow another program to be executed. Interrupts are issued when a program requests an operation that does not require the CPU, such as input or output, or when the program exceeds some predetermined time limit. 

(o) Maintain Usage Records : Operating systems can keep track of the amount of time used by each user for each system unit - the CPU, secondary storage, and input and output devices. 

Question 3

(f) Explain the various types of Internet servers. 

(g) Explain the management problems that exist in File Processing system.    (7 + 3 = 10 Marks) 

Answers 
(a) Types of Internet Servers: 

(i) File server: It manages requests from clients for files stored on the server’s local disk. A central file server permits groups and users to share and access data in multiple ways. 

(ii) Mail server: A mail server is the most efficient way to receive and store electronic mail messages for a community of users. A central mail server runs 24 hours a day. The mail server can also provide a global email directory for all community and organization’s users, as well as email gateway and relay services for all other mail servers. 

(iii) DNS server: Domain Name Service is an Internet-wide distributed database system that documents and distributes network-specific information, such as the associated IP address for a host name, and vice versa. 

(iv) Gopher server: Gopher is an Internet application that uses multiple Gopher servers to locate images, applications, and files stored on various servers on the Internet. Gopher offers menu choices to prompt users for information that interests them, and then establishes the necessary network connections to obtain the resource.
Web server: The World Wide Web (WWW) is a very popular source of information on the Internet. Web browsers present information to the user in hypertext format. When the user selects a word or phrase that a Web page’s author has established as a hypertext link, the Web browser queries another Web server or file to move to another Web page related to the link. 

FTP server: File Transfer Protocol (FTP) is an Internet-wide standard for distribution of files from one computer to another. The computer that stores files and makes them available to others is a server. 

News server: Usenet News is a world wide discussion system consisting of thousands of newsgroups organized into hierarchies by subject. 

Chat server: Some organizations choose to run a server that will allow multiple users to have real-time discussions, called chats on the Internet. Most chat servers allow the creation of private chat rooms where participants can meet for private discussions. 

Caching server: A caching server is employed when the number of accesses to the Internet is to be restricted. A caching server sits between the client computer and the server that would normally fulfill a client’s request. Once the client’s request is sent, it is intercepted by the caching server. The caching server maintains a library of files that have been requested in the recent past by users on the network. If the caching server has the requested information in its cache, the server returns the information without going out to the Internet. 

Proxy server: A proxy server is designed to restrict access to information on the Internet. If, for example, the organization does not want its users to have access to pornographic materials, a proxy server can be configured to refuse to pass the request to the intended Internet server. 

(h) File processing in Information systems consist of using separate computer programs that update these independent data files and use them to produce the documents and reports required by each separate user application. However, many management problems are observed with File Processing Systems that limit the efficiency and effectiveness of end user applications: 
Data Duplication: Independent data files include a lot of duplicated data that causes problems when data is to be updated, since separate file maintenance programs have to be developed and coordinated to ensure that each file is properly updated. 

Lack of Data Integration: Data in independent files makes it difficult to provide end users with information for ad hoc requests that require accessing data stored in several different files. Special computer programs have to be written to retrieve data 

from each independent file. This is difficult, time consuming, and expensive for the organizations.
(iii) Data Dependence: In file processing systems, major components of a system i.e., the organization of files, their physical locations on storage, hardware and the application software used to access those files depend on one another in significant ways. Thus, if changes are made in the format and structure of data and records in a file, changes have to be made in all the programs that use this file. This program maintenance effort is a major burden of file processing systems. 

(iv) Other Problems: In file processing systems, data elements such as stock numbers and customer addresses are generally defined differently by different end users and applications. This causes serious inconsistency in the development of programs which access such data. In addition, the integrity (i.e. the accuracy and completeness) of the data is suspected because there is no control over their use and maintenance by authorized end users. 

Question 4
A Book Publisher offers discount to customers on the basis of customer type and number of copies ordered as shown below:
	Customer Type
	Number of Copies Ordered
	% of Discount

	Book Seller
	More than 10
	25

	
	Less than or equal to 10
	15

	Library
	More than 5
	20

	
	Less than or equal to 5
	10


Customer number, name, type, book number, number of copies ordered and unit price are given as input. Draw a flowchart to calculate the net amount of the bill for each customer and print it. The above is to be carried out for 50 customers.

	
	(10 Marks)

	Answer
	
	
	
	

	Symbols Used Are:
	CNO
	-
	Customer Number
	

	
	CNAME
	-
	Customer Name
	

	
	CTYPE
	-
	‘BS’ Book Seller / ‘LIB’ Library
	

	
	NC
	-
	Number of Copies
	

	
	BNO
	-
	Book Number
	

	
	UP
	-
	Unit Price
	

	
	DISC
	-
	Discount
	

	
	AMT
	-
	Total Amount
	

	
	NAMT
	-
	Net Amount
	

	
	NOC
	-
	Number of Customers
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PROFESSIONAL COMPETENCE EXAMINATION : NOVEMBER, 2008
The flowchart is given below:

	Start
	
	
	
	

	Clear all Working Locations
	
	
	

	NOC = 1
	
	
	
	

	Read CNO, CNAME,CTYPE, BNO,NC,UP
	
	

	If CTYPE= ‘BS’
	
	Yes
	
	

	
	
	
	
	

	No
	
	
	
	

	If NC > 5
	
	If NC > 10
	
	

	
	Yes
	No
	Yes
	

	No
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	DISC = 0.2
	DISC = 0.15
	DISC = 0.25
	

	DISC = 0.1
	
	
	
	

	
	
	
	
	

	AMT = NC * UP, NAMT = AMT – AMT*DISC
	

	Print CNO, CNAME, NAMT
	
	

	
	NOC = NOC + 1
	
	

	Yes
	If NOC <= 50
	
	

	
	
	
	

	
	
	No
	
	

	
	
	Stop
	
	


Question 5
Write short notes on the following:
(a)    Star Network Topology
(b)    Advantages of Electronic Data Interchange (EDI)
(2 x 5 =10 Marks)
Answer
(e) Star Network Topology 

The geometrical arrangement of computer resources, remote devices and communication facilities is known as Network Structure or Network Topology. Star Network topology is characterized by communication channels emanating from centralized computer system as shown in figure given below: 

Figure: Star Network Topology
The processing nodes in a star network interconnect directly with a central system. Each terminal, small computer, or large main frame can communicate only with the central site and not with other nodes in the network. If it is desired to transmit information from one node to another, it can be done only by sending the details to the central node, which in turn sends them to the destination.
Advantages:
· It is easy to add new and remove nodes. 
· A node failure does not bring down the entire network. 
· It is easier to diagnose network problems through a central hub. 
Disadvantages: 
· If the central hub fails, the whole network ceases to function. 
· It costs more to cable a star configuration than other topologies. 
(c) Electronic Data Interchange (EDI) is computer to computer communication using a standard data format to exchange business information electronically between independent organizations. 
The following are the advantages of EDI:
(v) Issue and receive orders faster - Since most purchasing transactions are routine, they can be handled automatically, utilizing the staff for more demanding and less routine tasks. 

(vi) Make sales more easily - Quotes, estimates, order entry and invoicing will proceed more smoothly and efficiently. Orders received electronically ensure that information is available immediately, so that an organization can respond faster and be more competitive. 

(vii) Get paid sooner - Invoices received electronically can be reconciled automatically, which means they are earmarked for payment in one’s trading partner’s accounting department sooner. In turn, the purchasing department negotiate for better terms including faster payment. 

(viii) Minimize capital tied up in inventory - For manufacturing organizations with a just-in-time strategy, the right balance is crucial but every organization stands to benefit from reducing order lead times. 

(ix) Reduce letters and memos - Letters and memos do not follow rigid rules for formatting. They can be handled by an electronic mail system. 

(x) Decrease enquiries - Customers or suppliers can make direct on-line enquiries on product availability, or other non-sensitive information instead of consuming the staff’s precious time. 

(xi) Make bulk updates of catalogues and parts listings - One can provide updates of data files, such as catalogues to customers or part listings to franchises. 

Section  B: Strategic Management
Question 6
State with reasons which of the following statements is correct/incorrect (Attempt any three)
(a) Strategy is a substitute for Sound, Alert and Responsible management. 

(b) Strategic management is not needed in non-profit Organisations. 

(c) All strategies emerge from Corporate vision. 

(d) A company's strategy has always to be proactive in nature. 

(e) An Organisation's culture is always an obstacle to successful strategy implementation. 

(3     2 = 6 Marks)
Answer
(a) Incorrect – Strategy is not substitute for sound, alert and responsible management. Strategy can never be perfect, flawless and optimal. Strategies are goal-directed decision and actions in which capabilities and resources are matched with the opportunities and threats in the environment. A good management at the top can steer the organizations by adjusting its path on the basis of the changes in the environment. 
(b) Incorrect – Strategic management applies equally to profit as well as non-profit organizations. Though non-profit organizations are not working for the profit, they have to have purpose, vision and mission. They also work within the environmental forces and need to manage strategically to stay afloat to accomplish their objectives.
(c) Correct – Vision explains where the organization is headed, so as to provide long-term direction, delineate what kind of enterprise the company is trying to become and infuse the organization with a sense of purpose. All strategies need to be drawn in the light of corporate vision, which is what the firm ultimately wants to become. 
(d) Incorrect – A company’s strategy is a blend of proactive actions and reactive actions by the management. Reactive actions are required to address unanticipated developments and environmental conditions. Thus, not every strategic move is the result of proactive and deliberate management actions. At times, some kind of strategic reaction or adjustments are required. 
(e) Incorrect – A company’s culture is manifested in the values and business principles that management preaches and practices. The beliefs, vision, objectives and business approaches and practices underpinning a company’s strategy may be compatible with its culture or may not. When they are compatible the culture becomes a valuable ally in strategy implementation and execution. 
Question 7
Briefly answer any two of the following:
(a) Logistics Strategy 

(b) Difference between Strategy formulation and Strategy implementation 

(c)    Components of a Value chain.
(2     2 = 4 Marks)
Answer
(a) Logistics Strategy: Management of logistics is a process which integrates the flow of materials into, through and out of an organization to achieve a level of service that the right materials are available at the right place at the right time, of right quality and at the right cost. For a business organization effective logistics strategy will involve raising and finding solutions to the questions relating to raw material, manufacturing locations, products, transportation and deployment of inventory. Improvement in logistics can result in saving in cost of doing business. 
When a company creates a logistics strategy it is defining the service levels at which its logistics systems are highly effective. A company may develop a number of logistics strategies for specific product lines, specific countries or specific customers to address different categorical requirements. 
(b) Distinction between strategy formulation and strategy implementation: Although inextricably linked, strategy implementation is fundamentally different from strategy formulation in the following ways: 
(i) Strategy formulation is positioning forces before the action. Strategy implementation is managing forces during the action. 

(ii) Strategy formulation focuses on effectiveness whereas strategy implementation focuses on efficiency. 

(iii) Strategy formulation is primarily an intellectual process whereas implementation of strategy is primarily an operational process. 

(iv) Strategy formulation requires good intuitive and analytical skills while strategy implementation requires special motivation and leadership skills. 

(v) Strategy formulation requires coordination among a few individuals while strategy implementation requires organization wide coordination. 

(c) Value chain refers to separate activities which are necessary to underpin an organization's strategies and are linked together both inside and outside the organization. Organizations are much more than a random collection of machines, money and people. Value chain of a manufacturing organization comprises of primary and supportive activities. The primary ones are inclusive of inbound logistics, operations, outbound logistics, marketing and sales, and services. The supportive activities relate to procurement, human resource management, technology development and infrastructure. 
Value chain analysis helps in maintaining the long-term competitive position of an organization to sustain value for-money in its products or service. It can be helpful in identifying those activities which the organization must undertake at a threshold level of competence and those which represent the core competences of the organization. 

Question 8
What is meant by a Global Company? Explain briefly different strategic approaches for Globalisation by a Company. (4 + 6 = 10 Marks)
Answer
In simple economic terms globalization refers to the process of integration of world into one huge market. At the company level globalization means two things: (a) the company commits itself heavily with several manufacturing locations around the world and offers products in several diversified industries and (b) it also means ability to compete in domestic markets with foreign competitors.
A company which goes global is also called a Multinational Company (MNC). The global company views the world as one market minimizes the importance of national boundaries. A global company has three attributes:
(iv) It is a conglomerate of multiple units located in different parts of the globe but all linked with common ownership. 

(v) Multiple units draw a common pool of resources such as money, credit, patents, trade name, etc. 

(vi) The units respond to common strategy. 

Strategic approaches:
International economic dynamics accompanied by geographical changes have changed the paradigm of global business. A firm / company which wishes to go global will be guided by the following four types of strategies:
(i) Multi-domestic strategy: A multi-domestic strategy focuses on competition within each country in which the firm operates. This Strategy is adopted when a company tries to achieve a high level of local responsiveness by matching their products and services offerings to national conditions prevailing in the countries they operate in. The organization attempts to extensively customize their products and services according to the local conditions of different countries. 
(ii) Global strategy: A global strategy assumes more standardization of products across country boundaries. Under this strategy, the company tries to focus on a low cost structure by leveraging their expertise in providing certain products and services and concentrating the production of these standard products and services at a few favourable locations around the world. Competitive strategy is centralized and controlled by the home office. 
(iii) Transnational strategy: Many large multinational firms, particularly those with many diverse products, may use a multi-domestic strategy with some product lines and a global strategy with others. A transnational strategy seeks to combine aspects of both multi-domestic and global strategies. Thus there is emphasizes on both local responsiveness and global integration and coordination. Although the transnational strategy is difficult to implement, environmental trends are causing multinational firms to consider the needs for both global efficiencies and local responsiveness. 
When a firm adopts one or more of the above strategies, the firm would have to take decisions on the manner in which it would commence international operations. The decision as to how to enter a foreign market can have a significant impact on the results. Expansion into foreign markets can be achieved through following options:
Exporting. 
Licensing/ Franchising. Joint Venture. 
Foreign Direct Investment. 
Question 9
What is Benchmarking? Explain briefly the elements involved in Benchmarking process.
(3 +7 = 10 Marks)
Answer
Benchmarking is an approach of setting goals and measuring productivity based on best industry practices. It developed out of need to have information against which performance can be measured. Benchmarking helps businesses in improving performance by learning from the best practices and the processes by which they are achieved. Thus, benchmarking is a process of continuous improvement in search for competitive advantage. It measures company’s products, services and practices against those of its competitors or other acknowledged leaders in the industry.
The Benchmarking Process
Some of the common elements of benchmarking process are as under:
(i) Identifying the need for benchmarking: This step will define the objectives of the benchmarking exercise. It will also involve selecting the type of benchmarking. Organizations identify realistic opportunities for improvements. 
(ii) Clearly understanding existing decisions processes: The step will involve compiling information and data on performance. 
(iii) Identify best processes: Within the selected framework best processes are identified. These may be within the same organization or external to them. 
(iv) Comparison of own process and performance with that of others: Benchmarking process also involves comparison of performance of the organization with performance of other organization. Any deviation between the two is analysed to make further improvements. 
(v) Prepare a report and implement the steps necessary to close the performance gap: 

A report on benchmarking initiatives containing recommendations is prepared. Such a report also contains the action plans for implementation. 
(vi) Evaluation: Business organizations evaluate the results of the benchmarking process in terms of improvements vis-à-vis objectives and other criteria set for the purpose. It also periodically evaluates and reset the benchmarks in the light of changes in the conditions that impact the performance. 
Question 10
Read the following case and answer the questions given at the end:
Sahni Auto Industries is a manufacturer and exporter of Auto parts with an annual turnover of Rupees one thousand crores. It employs about 2,000 persons in its factory in Punjab and its other offices in India and abroad.

The Personnel Administration and Human Resources Department of the company is headed by Mr. Amit Kapoor--the Chief Personnel Manager. Mr. Amit Kapoor, an Automobile Engineer joined the company 5 years ago as Product Development Manager. After a successful stint of 4 years as Product Development Manager, he was transferred to Personnel Administration and Human Resources Department as the Chief Personnel Manager as a part of Career development plan. Mr. Vikas, MBA in Human Resources from a renowned Business school, joined the company as Personnel Manager only 3 months back. He reports to Mr. Amit Kapoor-- the Chief Personnel Manager. He handles all routine personnel and industrial relations matters.
One day, during informal discussion with Mr. Amit Kapoor, Mr. Vikas suggested him of linking Human Resources Management with Company's strategic goals and objectives to further improve business performance and also to develop Organisational culture that fosters more innovative ideas. He also advocated creating abundant 'Social Capital' on the ground that people tend to be more productive in an environment which has trust and goodwill embedded in it rather than which is highly hierarchical and formal. Mr. Amit Kapoor disagreed with Mr. Vikas and told him that the role of Human Resources Department was only peripheral to the business and all his suggestions about its strategic role were beyond the purview of Personnel Administration and Human Resources Department. After this, Mr. Vikas started having number of arguments with Mr. Amit Kapoor in several issues relating to personnel and industrial relations since he felt that a person with a degree in Human Resources Management was in a far better position to run Personnel Administration and Human Resources Department. Mr. Amit Kapoor – the Chief Personnel Manager had often shown his displeasure on Mr. Vikas's argumentative. tendency and had made it known to the General Manager.
The General Manager called Mr. Amit Kapoor in his office to inform him that he has been elected for an overseas assignment. He further told him to find a suitable person as his successor; he even suggested Mr. Vikas as a possible candidate. Mr. Amit Kapoor, however, selected Mr. Balram, who was working as Training Manager in a Multinational Company for the last 5 years.
Mr. Vikas, soon started having arguments with Mr. Balram also over number of issues relating to industrial relations since he felt that he had no experience in handling industrial relations matters. Mr. Balram now realised that Mr. Vikas was trying to make things difficult for him. After a series of meetings with the General Manager, Mr. Balram eventually succeeded in convincing him to transfer Mr. Vikas to an office outside Punjab. On learning about his impending transfer, Mr. Vikas wrote a letter to the General Manager joining details of various instances, when Mr. Balram had shown his incompetence in handling problematic situations. When asked for explanation by the General Manager, Mr. Balram had refuted almost all the allegations. The General Manager accepted his explanation and informed Mr. Vikas that most of his allegations against Mr. Balram were unwarranted and baseless. He further advised him to avoid confrontation with Mr. Balram. Mr. Vikas then wrote a letter to the Chairman repeating all the allegations against Mr. Balram. On investigation, the Chairman found most of the allegations were true. He then called all the three- the General Manager, the Chief Personnel Manager and the Personnel Manager in his office and implored them to forget the past and henceforth to work in coordination with each other in an environment of Trust and Goodwill.
	Questions
	
	

	(a)    Indentify and discuss the major issues raised in the case.
	
	(6 Marks)

	(b)    Comment on the recruitment of the two Chief Personnel Managers.
	(4 Marks)

	(c)
	Would   you   justify   Mr.   Vikas's   argumentative   tendency
	with   the   Chief
	Personnel

	
	Managers? Give reasons for your answer.
	
	(4 Marks)

	(d)
	Do   you   agree   with   suggestion   offered   by   Mr.   Vikas
	to   link     Human
	Resources

	
	Management with the company's strategic goals? If yes, suggest prominent areas  where

	
	Human Resources Department can play role in this regard.
	
	(6 Marks)


Answer
(a) The first major issue raised in the case pertains to failure of the administration to realize the significant role Personnel Administrative and Human Resources Department can play in corporate strategy. This is evident from the remarks made by Mr. Amit Kapoor – the Chief Personnel Manager that the role of his department was only peripheral to company business and the strategic role playing was beyond its purview. He advised his Personnel Manager Mr. Vikas to confine his functions to routine personnel and industrial relation matters. 
The company has also failed to follow the principle of matching an appropriate candidate to the job requirements when it comes to appointment of Chief Personnel Manger. The company decided to send Mr. Amit Kapoor an automobile engineer from manufacturing department to Personnel Administration and Human Resources Department as head without realizing that latter job needed a person with qualification and experience in management of human resources. The company had almost adopted a similar attitude when it appointed Mr. Balram as replacement of Mr. Amit Kapoor. 
Even there seems to be lack of clarity in the career development plans of the company as Mr. Amit Kapoor a qualified automobile engineer is transferred to the personnel department. The whole idea behind career development plans is to develop a person’s skills to match with his present job with the job he would be expected perform in future. 
The company has also failed to pay attention in developing organization culture in which superior–subordinate relationship, team work are strengthened to contribute to 
professional well-being, motivation and pride of employees. This become clear when the Personnel Manager’s frequent arguments with the Chief Personnel Manager are not   In question paper it is printed as “like

taken seriously and Mr. Vikas is just let off free without any strictures or warning for his behaviour by the higher authorities.
There is also need for a system to encourage social networking amongst different employees in the organization which can help to create “Social Capital” as was made clear by Mr. Vikas when he suggested Mr. Amit Kapoor to take necessary measure in building ‘Social Capital’.
Even the transfer policies of the company need improvement. Mr. Amit Kapoor is transferred to Personnel Administration and Human Resources Department, and later to different assignment at company’s overseas office. Even the General Manager had agreed to transfer Mr. Vikas to another office of company outside Punjab simply at the insistence of Mr. Balram, the Chief Personnel Manger.

(b) On the matter of appointment of Chief Personnel Manager and in particular of Mr. Amit Kapoor the company ignored to match the qualification, experience and merit of the candidate with the job description and profile. The company should have recruited a person with degree in human resource management with adequate work experience to the position of the Chief Personnel Manager. Practically, the same mistake was committed in the appointment of Mr. Balram who had essentially experience of working as a Training Manager. In both the cases persons appointed lacked the needed qualification and experience for the top job in the personnel department. The direct fallout of this was that Mr. Vikas, the Personnel Manager did not have faith in the competence of his superior and he had frequent arguments whenever he differed with them in manner in which they handled some important issues relating to the industrial relations. 
(c) Mr. Amit Kapoor the Chief Personnel Manager did not possess any formal degree in personnel management and industrial relations. However, this did not give any right to Mr. Vikas, Personnel Manager who reports to him to have frequent arguments on the manner of handling issues relating to personnel and industrial relations. If at all Mr. Vikas had some serious differences with Mr. Amit Kapoor and later with Mr. Balram who succeeded Mr. Amit Kapoor, he should have brought his view points to their notice in a more dignified manner keeping in view the hierarchy of the department. There could be two possible reasons for this tendency of Mr. Vikas. First, he appears to have complex that he is superior on account of his relevant qualification and as a result he developed ego. Secondly, it also seems that Mr. Vikas was rather impatient to rise in the career ladder and become the Chief Personnel Manager without gaining much work experience. To achieve this end, he wanted to belittle the Chief Personnel Managers on every opportunity that came his way. In any case, the argumentative tendencies tantamount to indiscipline and insubordination and cannot be justified. On the contrary, the top management should have sought his explanation on his frequent arguments with Chief Personnel Managers. 
(d) Human resources policies and plans deal with the most precious resources of an organization. It is the people who carry out the various functions in production marketing, finance, etc. and the success of an organization depends upon the quality of people selected to their functions. This presupposes an integrated approach towards human resources functions and overall business functions of an organization.
The human resources management practices of an organization can be important sources of competitive edges. In this context human resources manager / department can play an important strategic role in the following important areas.
(i) The human resources management must be able to lead people and organization towards desired goals and direction involving people right from the beginning. 

(ii) The human resources management can also help developing core competency by the firm. 

(iii) A significant role can also be played in building a highly committed and competent work force. 

(iv) The human resources management can also help in developing healthy work ethics and culture and create an atmosphere of trust and goodwill to encourage creative and innovative ideas. Jobs can be redesigned to make them more challenging and rewarding.  

