
By: M.B.A.

MRP ` 200/-

Retail Sales Office:
1507, 1st Floor, Nai Sarak, Delhi - 6
Mob.: 8510009872, 8510009878

E-mail: info@neerajbooks.com
Website: www.neerajbooks.com

®

Based on



E-mail:  info@neerajbooks.com
Website: www.neerajbooks.com

If you want to Buy NEERAJ BOOKS for IGNOU Courses then please order your complete requirement  at our Website
www.neerajbooks.com . where you can select your Required NEERAJ IGNOU BOOKS after seeing the  Details of the Course,
Name of the Book, Printed Price & the Cover-pages (Title) of  NEERAJ IGNOU BOOKS.

While placing your Order at our Website www.neerajbooks.com You may also avail the Various “Special Discount Schemes”
being offered by our Company at our Official website www.neerajbooks.com.

We also have “Cash of Delivery” facility where there is No Need To Pay In Advance,  the Books Shall be Sent to you Through
"Cash on Delivery"  service (All The Payment including the Price of the Book & the Postal Charges etc.)  are to be Paid to the
Delivery Person at the time when You take the Delivery of the Books & they shall Pass the Value of the Goods to us. We
usually dispatch the books Nearly within 3-4 days after we receive your order and it takes Nearly 4-5 days in the postal
service to reach your Destination (In total it take nearly 8-9 days).

E-mail:  info@neerajbooks.com Website:  www.neerajbooks.com



Question Paper—Exam Held in February-2021 (Solved) 1-3

Question Paper—June, 2019 ( Solved ) 1-2

Question Paper—December, 2018 ( Solved ) 1-2

Question Paper—June, 2018 ( Solved ) 1

Question Paper—December, 2017 ( Solved ) 1-3

Question Paper—June, 2017 ( Solved ) 1-2

Question Paper—December, 2016 ( Solved ) 1-5

Question Paper—June, 2016 ( Solved ) 1-4

Question Paper—December, 2015 ( Solved ) 1-6

Question Paper—June, 2015 ( Solved ) 1-2

Question Paper—June, 2014 ( Solved ) 1

Question Paper—June, 2013 ( Solved ) 1

Question Paper—June, 2012 ( Solved ) 1

Question Paper—December, 2011 ( Solved ) 1-2

Question Paper—December, 2010 ( Solved ) 1

S.No. Page

1. Functions and Operations of a Personnel Office .................................... 1

2. Recruitment and Selection ........................................................................ 8

3. Induction and Placement ........................................................................ 18

4. Staff Training and Development ............................................................. 25

5. Motivation and Productivity ................................................................... 40

Chapterwise Reference Book

Question Bank – (Previous Year Solved Question Papers)



S.No. Chapter Page

6. Employee Motivation and Job Enrichment .......................................... 46

7. Career Planning ....................................................................................... 56

8. Performance Monitoring and Appraisal ............................................... 64

9. Transfer, Promotion and Reward Policies ............................................. 72

10. Employee Counselling ............................................................................. 79

11. Discipline, Suspension, Retrenchment and Dismissal .......................... 86

12. Employee Grievance Handling ............................................................... 95

13. Compensation and Salary Administration .......................................... 101

14. Laws and Rules Governing Employee Benefits and Welfare ............ 108

15. Gender and Other Related Issues in Tourism ..................................... 115



Sample Preview

of the

Solved

Sample Question

Papers

Published by:

NEERAJ

PUBLICATIONS
www.neerajbooks.com



www.neerajbooks.com

Neeraj  
Publications

( Solved )

Time: 3 Hours ] [Maximum Marks: 100

Note : Attempt any five questions. Attempt at least two questions from each section. All questions carry
equal  marks.

Q. 1. ‘To win the market place, you must first
win the workplace.’ Elaborate the various functions
undertaken by the human resource manager to win
the employees at the workplace.

Ans. Ref.: See Chapter-6, Page No. 47, ‘Frustration
at the Workplace’, and Page No. 50, ‘Motivation of
Employees in Actual Practice’.

Q. 2. ‘Time spent on hiring a time well spent.’
How does recruitment differ from selection? Explain
the process of selection in a tourism company.

Ans. Ref.: See Chapter-2, Page No. 8,
‘Recruitment’, and Page No. 11, ‘Selection’, Page
No. 13, ‘Tests’ and Page No. 15, Q. No. 1.

Q. 3. What is training? List in detail at least five
types of training methods. The methods listed by you
remains applicable for which level in the standard
tourism organisation.

Ans. Ref.: See Chapter-4, Page No. 25, ‘Defining
Training’ and Page No. 30-33, ‘Training Methods’.

Q. 4. “The key to higher productivity lies in
creating a proper motivational climate wherein
employer seems to be deriving satisfaction by doing a
job.” How far do you agree with this statement?
Explain your opinion with the help of Maslow’s and
Herzberg’s theory of motivation.

Ans. Ref.: See Chapter-5, Page No. 41, ‘Hierarchy
of Human Needs : Maslow’s Theory’ and Chapter-6,
Page No. 49, ‘Herzberg’s Two Factor Theory’.

Q. 5. Explain the following terms:
(a) Morale
Ans. Ref.: See Chapter-6, Page No. 50,

‘Motivation of Morale’.
(b) Job enrichment

Ans. Ref.: See Chapter-6, Page No. 51, ‘Job
Enrichment – Meaning, Nature and Objectives’.

(c) Buck mastership
Ans. Buckmastership: Superiors or leaders

avoiding hard work themselves and passing on the
same to their subordinates, and then finding fault
with them is a common management practice which
may erode employee motivation. There is no single
magic wand to motivate employees as their needs
and priorities of satisfaction differ. What may
motivate one may not motivate the other. However,
as Taylor has observed, it is for the employer to find
out the right way that could make employees more
productive. According to him an employee is a bundle
of untapped energy, ready to work if, properly trained
and fairly treated. A well-defined humanistic
personnel policy wherein the workforce is regarded
as the valuable asset of the organisation, and
sufficient care is taken to maintain and develop it,
not only to attain organisational objectives but also
to satisfy the normal needs and aspirations of
employees. In handling disciplinary cases the
management should not only be fair but also seem to
be fair. Disciplinary procedure should conform to the
principles of natural justice. A corrective and not
punitive approach in this respect may be more
motivating.

(d) Instrumentality in Vroom’s expectancy
theory

Ans. Victor Vroom’s expectancy theory of
motivation is a process theory of motivation. It says
that an individual’s motivation is affected by their
expectations about the future. Specifically, Vroom
says that an individual’s motivation is affected by
how much they value any reward associated with an
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action (Valence), how much they believe that by
putting effort into something they will be able to
generate good results (Expectancy) and how much
they believe that generating good results will result
in a reward (Instrumentality). It’s important to note
that rewards could be intrinsic or extrinsic. Extrinsic
motivations are external things such as money and
promotion. Intrinsic motivations are internal things
such as a sense of fulfillment and achievement.

Vroom says that an individual’s motivation is
product of several factors:

Expectancy is a key part of Vroom’s
Expectancy Theory of Motivation.
It’s not just dogs that like treats.
Valence: How much they value the potential
rewards associated with the specific results
or behaviours.
Expectancy: How much they believe that
their additional effort will help them achieve
the target results of behaviours, and
Instrumentality: How much they believe the
rewards will actually appear should they
achieve the desired outcomes or behaviours.

Q. 6. Are carreer planning, human resource
planning and succession planning synonymous?
Explain the terms. Describe the career planning
process and establish its importance.

Ans. Ref.: See Chapter-7, Page No. 56, ‘Career
Planning and Succession Planning’, ‘Difference
between Career and Manpower Planning’, Page
No. 59, ‘Process of Career Planning and Development’
and Page No. 61, ‘Advantages of Career Planning’.

Q. 7. Appreciate the role of performance
appraisal in the achievement of organisational
objectives. Discuss at least three methods of appraisal
in detail. What remains limitation in creating a
perfect appraisal system in the tourism organisation?

Ans. Ref.: See Chapter-8, Page No. 64, ‘What is
Performance Appraisal?’ and Page No. 66, ‘Methods
of Appraisals’ and Page No. 70, Q. No. 4.

Q. 8. Low wages in tourism restricts the entry
of talent, which then leads to job-hopping and adoption
of underhand measures etc. To what extent does the
statement stand true for Indian tourism
organisation? Give reasons for your answers.

Ans. Tourism occupies a tenuous position in
this move toward a more nuanced view of economic
development. Several researchers have argued that

while the tourism industry (the status of tourism as
an industry has been questioned but, for brevity, we
refer to the assortment of sectors that heavily
contribute to the tourism phenomenon as the “tourism
industry” in this study) often creates numerous
employment opportunities, the job quality is typically
below average, featuring too many low-paying jobs
and a high percentage of part-time and seasonal
employment (e.g., Choy 1995; Lee and Kang 1998;
Seckelmann 2002). Tourism has been a popular
development strategy because of its potential to
create large economic impacts and numerous new
job opportunities with what is often perceived to be
relatively little economic, environmental, and social
costs (Deller, Lledo, and Marcouiller 2001). However,
if regional developers become more aware of the type
of jobs they create with subsidies or other incentives,
tourism may slowly fall out of favour as an instrument
for economic development because of concerns over
the quality of jobs it creates.

Tourism is a frequently prescribed solution for
regions that have stagnated economically (Liu and
Wall 2006; Ramjee et al. 2010; Seetanah 2010). Besides
providing industrial diversity and a new avenue for
economic growth, tourism offers the promise of
creating numerous employment opportunities, and
these new jobs may spur accelerated economic
development. Some studies note that regions with
large tourism and recreation sectors have experienced
faster economic growth (Johnson and Stewart 2005;
Reeder and Brown 2005). In addition to the economic
benefits of the tourism industry, several nonmarket
benefits such as boosting an area’s image to the
outside world (Richards and Wilson 2004) and
creating a scenic backdrop (Fleischer and Tchetchik
2005) are also brought by tourism, making it an
especially attractive development strategy.
Marcouiller (2007) asserts that tourism promotion is
a “no-brainer” for politicians, who can easily cite
benefits of tourism promotion to the community.

While there is a general consensus that tourism
is a lowincome industry, there is little empirical
evidence to support this proposition. Marcouiller
(2007) suggests that more “policy-relevant studies”
are needed to contribute to the understanding of
tourism’s effect on regional economic development.
A better understanding of the income distribution of
tourism will allow for a more judicious application of
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INTRODUCTION

Personnel management is concerned with
fulfilment of the objectives like desired rate of
return, development of the geographical area and
supplying to public some goods and services.

Personnel management is that aspect of the
management that deals with the planning,
controlling, organising and directing of the
personnel functions of an organisation.

Through personnel management, “the
organisation can make their dream into reality”.
The most difficult task of the tourism management
is to identify the needs of the personnel
management. A personnel manager is a manager
who must perform the basic functions of the
management. Personnel manager exercises
authority and leadership over other personnel. The
corporate personnel staff should be concerned with
the organisational planning, preparation of
organisation manuals and implementing plans of
reorganisation. The qualities of a personnel
manager are: Health, vigour, ability to understand
and learn, initiative, loyal, ethical, posses learning
and teaching skills, knowledge of various
disciplines like technology, management, laws,
economics, human physiology, training and

1Functions and Operations
of a Personnel Office

MANAGING PERSONNEL
IN TOURISM

experience in required areas, mentally alert and
honest, patience and competent, good
communicator etc. The personnel manager must
have knowledge of the local language, degree from
a recognised university, post graduate in HRM,
other skills in the organisation if necessary and
problem solving skills and creativity.

Personnel management deals with the
formulation of various policies in the organisation.

CHAPTER AT A GLANCE

CHARACTERISTICS AND OBJECTIVES
OF PERSONNEL MANAGEMENT

The following are the characteristics of
personnel management:

1. It is concerned with the development of
human resources to achieve the goals of
an organisation.

2. It is a continuous process requires regular
review and integration.

3. It is concerned with employee’s social,
behavioural and emotional aspects in the
organisation.

4. It covers all the categories like skilled,
unskilled, technical and managerial
employees.
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5. Utilise employee’s efforts collectively in
the enterprise to attain the goals.

6. Maintain a willingness of work with
coordination and cooperation to fulfil the
goals of an organisation.

7. Managing human resources at work.

8. It deals with the fulfilment of goals.

Objectives of Personnel Management

There are various objectives of personnel
management which are as follows:

1. Effective utilisation of resources:
Effective utilisation of resources is needed
to achieve goals of the organisation.

2. Satisfy the needs of the employees: In
order to satisfy the needs of the employee’s
personnel management provide adequate
compensation and other benefits.

3. Personnel manager provide various
services and welfare facilities to the
employees.

4. Development of employees: By giving
them opportunities of training, on the job
education, transfer, promotion and
retraining facilities.

5. Selection of right type of personnel at
right time for the right job at right cost in
the organisation.

6. Maintain an organisation structure:
Personnel manager maintain an
organisation by dividing jobs, functions
and positions of an employee in the
organisation.

7. Better human relations: Better human
relations can be maintained by personnel
manager by providing improved
conditions.

To fulfil these objectives, the top management
has to create various conditions are as follows:

Existence of skilled employees is necessary
to achieve the goals of the organisation,

Effective plans,

Consider employees as co-worker,

Organise plans for the effective
organisation.

Division of tasks of an organisation.

The formulation of objectives in
consultation with managers and other
persons in the organisation.

Proper communication and clearly defined
objectives.

FUNCTIONS AND OPERATIONS
OF PERSONNEL MANAGEMENT

 There are various functions of personnel
management.

Traditional functions include: Hiring,
Recruitment, Selection, Training, Supervision and
Evaluation.

Additional functions include: Leadership,
intervention etc.

Personnel management functions are divided
into two categories:

1. Managerial functions.

2. Operative functions.

1. Managerial functions: Managerial
functions include planning, organising, staffing,
directing and controlling.

2. Operative functions:

(a) Planning Manpower Requirements:

Functions Operations:

Expect vacancies in the anticipate
retirements, deaths, Organisation
anticipate future promotions, Estimate
future vacancies.

Recruitment: Prepare job analysis, job
specification, analyse the source of
recruitment, attract potential employees.

(b) Organise the Human Resources:

Organisation planning: Analyse the
organisation structure, Set goals and tasks,
Plan a schedule, Analyse key position
requirement.

www.neerajbooks.com

www.neerajbooks.com



www.neerajbooks.com

Neeraj  
Publications

FUNCTIONS AND OPERATIONS OF A PERSONNEL OFFICE / 3

Selection: Prepare questionnaire,
interviewing the applicants, aptitude test,
psychological test, intelligence test, check
their references, medical examination, final
selection.

Employees classification: Job des-
cription, job classification, review action
plans.

(c) Staffing Function:

Induction: Orientation of employees to
jobs, orientation of employee’s to goals,
arrange training programme, provide
education facilities.

Transfer and Promotion: Analyse job
description, evaluation of employee
performance, promotion according to
employees performance.

Training: Prepare training programme,
provide training resources, provide trainer,
conduct training programme, evaluate
results.

(d) Motivation:

Job design: Job specification, job
description, job enrichment.

Performance appraisal: Establish
performance standards, set measurable
goals, measure actual performance,
comparison of actual with standard
performance, take corrective actions.

Collective bargaining: Prepare
negotiation rules, bargaining, agreement,
administration of  such agreement.

Employee discipline: Develop rules for
conduct, centralisation of discipline,
review discipline decision, disciplinary
action should  be prompt.

Employee Health and Safety: Proper
work setting, establish safety rules, analyse
accident rates, conduct safety programme,
prevent hazards.

Security services: Prepare security
regulations, fire-fighting services, provide
watchman services.

Personnel management: Personnel
management is concerned with fulfilment
of the objectives like desired rate of return,
development of the geographical areas and
supplying to public some goods and
services.

Job analysis: Job analysis provides the
analyst with basic information related to
specific jobs.

Job description: It is a statement that
describes the various terms of the job like
its title, location, duties, working condition
and hazards, relation to other jobs etc.

Job specification: It is a document
describing the qualities required for
particular job in an organisation.

Standard: Standard performance is the
performance which is decided by the
management for the employees of an
organisation.

Performance appraisal: Performance
appraisal is concerned with the differences
among the employees in terms of their
performance.

Grievance: Grievances are resulting from
management policies, working conditions
and personal factors.

ORGANISATION OF
A PERSONNEL OFFICE

Organisation of a personnel office will depend
on the size of the organisation, the management
philosophy and functions of an organisation.
Organisation of personnel office undertakes
activities by looking to present and future
requirements of an organisation. All the functions
of personnel management are important to all
organisations.
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Chart for Large Organisation

Chart for Small Organisation

General Manager Personnel

Chief Personnel Manager

Personnel Manager Welfare Manager

Dy. Personnel Manager
Hotel

Dy. Personnel Manager
Tour Operation

Dy. Welfare
Manager

Asstt. PM Asstt. PM Asstt. PM

Personnel Manager

Recruitment
Manager

Training
Manager

Jr. Officer
Personnel

Dept.

While making activities of an organisation the
various factors like: size and nature of the
organisation, social, economic, cultural, political,
philosophy of the business and legal environment
are considered.

PERSONNEL MANAGER’S ROLE

Change agent: Personnel manager acts as
change agent for the introduction and
implementation of change in the
organisation.
Strategic partner: Personnel manager
plays an important role in strategy
formulation and implementation in an
effective manner. He identifies time-to-
t ime external  opportunit ies of  an
organisation.

Counsellor: Personnel manager consults
from employees about their problems
related to family, business and others.

Motivator: Personnel manager acts as
motivator by offer time-to-time extrinsic
and intrinsic rewards to bring out talented
people.

Recruiter: The recruitment of employees is
the most difficult task of the personnel
manager. Recruiter finds out a person having
adequate knowledge, skills for the job.

Mediator: Personnel manager acts as a
mediator in case of disputes between two
employees, manager, subordinates and
management with the objective of
maintaining peace.
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