Chapter 5 - 7
Chapter 6 & 7 – Management Skills (MUST BE Leading, Motivating
& Communicating)
Leading
Definition
Delegation & Direction
Styles (Autocratic, Democratic, Laissez Faire)
Motivating
Defintion
McGregor’s Theory X & Theory Y
Maslow’s Hierarchy of Needs
Communicating
Barriers to Effective Communication
Factors to Consider to Communicate Effectively
Elements of Effective Communication
Meetings, Memos, Notice/Agenda, Minutes,
Secretary/Chairperson
Report & Business Letter
Bar Charts, Pie Charts, Line Graph
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Chapter 6
Leading
2012 Q4 Short
Define the term delegation.
Outline two benefits of delegation within a business
MS: 4m (2m + 2m) & 6m (3m + 3m).
A superior assigning work, power and authority to a subordinate. This may be
for a task or project. The subordinate carries out the work for the superior, but
the superior is still accountable/responsible for the task.
Prioritising: A manager can choose the most important tasks to do
themselves and give the less important ones to subordinates.
Staff Motivation: Staff will feel enriched/empowered/trusted and this
should lead to higher employee morale.

2009 Q4 (a)
(i) Explain the term ‘delegation’.
(ii) Describe the benefits of delegation for a manager.
MS: 5m (2+3) 3 x 5 m (2 +3)
Part (i) Answer as for 2012 Q4 Short above.
Part(ii)
• Manager Can Prioritise Her Work
A manager is not required to do all their tasks themselves, as
subordinates manage to complete the less important or easier tasks,
meaning they are finished quicker and the manager has more free time to
complete more important work.
• Employee Motivation
Employees will have more authority and responsibility, and will usually
become more motivated due to the higher level of trust. This means
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managers need to spend less time working on motivating them, making
their job easier.
• Higher Skilled Workforce
As employees become more used to delegation, they become better
equipped to dealing with more challenging tasks and can now
complete more tasks at work, becoming more flexible. This means that
work can be better distributed and intrapreneurship can occur more
frequently, providing higher productivity of work to the manager.

2014 Q7 Short
(a) Name one leadership style.
(b) Illustrate how a manager adopting this leadership style might manage
the process of change in a business.
MS: (i) 4 (ii) 6(3+3)
• Autocratic
A manager might intimidate workers into accepting changes, e.g.
threatening redundancies/cutbacks, making them feel like they will
have to go along with the changes out of fear.
• Democratic
Change is implemented by having a consultative process with
employees and making them feel included and involved in the process by
allowing them offer their opinions before decisions are made on how
the change will be implemented.
• Laissez Faire
Managers give the staff direction but are less engaged in the process of
change and adopts a ‘hands-off’ approach allowing the employees the
power to decide how to change.
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2012 Q4 (C)
Outline two styles of leadership and illustrate how each of these styles may
be appropriate in different business situations. (20 marks)
MS: 2 @ 10 marks (2 + 3 + 3 + 2)
• Autocratic
Leader who likes to be in control of things and does not delegate
work to subordinates. They rarely engage in consultation with
employees, ignoring their opinions and dictating orders instead. Fear
and threats are used as motivators, which may work in the short-term but
over the long-term, morale will suffer as staff won’t feel involved and
trusted.
Example: This style of leadership may be appropriate when dealing with
unskilled staff with little job attachment and morale in order to
make sure they get their work done like low skilled workers on a production
line doing mundane monotonous tasks.
• Democratic
Opinions and feedback are sought from staff before decisions are
made.
Staff feel more valued and motivated as trust is shown by superiors.
The authority to complete tasks is delegated to staff, but ultimately with
delegation of tasks, responsibility rests with the manager.
Example: This style is appropriate in most businesses. A focus on
teamwork and staff involvement would suit this style e.g. staff in
Vodafone Ireland or LinkedIn
• Laissez-Faire
This style comes about from huge trust in staff by the manager. They set
agreed targets and deadlines with staff, and then facilitate the work
rather than supervise it. They allow staff the freedom to best decide how
to complete the work set for them. This leaves lots of time for them to
prioritise other tasks. This works best with very creative and
trustworthy staff and promotes high levels of intrapreneurship.
Example: This style is appropriate in High Tech Start Up companies, as it
usually has a small amount of staff that are very motivated to succeed and
know that creativity and self-direction is highly valued.
2018 Q6 (B)
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Outline one appropriate leadership style which a manager in a retail outlet
could adopt, giving reasons for your choice. (20 marks)
MS: Leadership style 3m; 2@7(4+3) +3m for reference to retail
outlet
Democratic
Characteristics:
The leader shares decision making with subordinates.
They listen to the views of employees /collaborative/keep employees
informed of changes so they feel part of the retail outlet.
Leadership generates a sense of belonging but is still centrally
controlled by the manager.
Teamwork-fosters an atmosphere that values information sharing/greater
openness.
Requires trust between manager and employees.
Reasons:
Employee have some freedom to show innovation/greater
flexibility/greater empowerment.
Provides feedback to employees on their relationship with
customers/appreciation of their efforts.
Employee will mirror the behaviour of the manager with
customers.
Employees in the store will sell from a position of confidence as they
are allowed to grow personally while they help grow the retail business.
Autocratic
Characteristics:
The leader gives instructions to subordinates.
Decision making is not shared/no consultation.
Little room for employee innovation.
Reasons:
Tasks are completed efficiently /may be suitable in high volume stores/fast
paced retail outlet where staff are told what to do without question.
Free reign/Laissez-faire
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Characteristics:
Very highly skilled employees/experts (such as middle managers).
This involves allowing subordinates to set their own goals and achieve them
without interference of management.
Requires employees who are very engaged with their work.
Reasons:
Little supervision from management/staff make their own decision.
Management have more time to dedicate to strategic issues, like where to
expand or open a new retail store.
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Motivating and Maslow’s Theory
2018 Q4 (B) (i)
Explain the ‘hierarchy of needs’ developed by Maslow in his theory of
motivation.
(ii) Discuss possible limitations of this theory of motivation.
MS: (i) 5@4(2+2) (ii) 1@3 1@2
(i) Maslow’s theory of motivation is based on two assumptions:
Every employee has the same needs organised into a hierarchy of 5
categories.
Once a need is met it stops being a motivator. The next need becomes the
motivating influence for the employee. The 5 needs are:
Physical Needs.
Food, shelter and warmth A manager can motivate his workers by ensuring
they receive a fair wage, bonuses, profit-sharing schemes in order that the
physical needs for food, clothes, shelter etc. can be met.
Safety Needs.
Security and stability and consistency Managers can make employees feel
safe and secure by: offering long term contracts of employment providing a
grievance procedure providing free medical check-ups/ sending workers on
health and safety courses/ providing a safe working environment e.g. safety
goggles, boots, gloves, hard-hats, high visibility jackets for construction
workers.
Social Needs.
Belonging, friendship and contact The social needs of employees can be
met through offering flexi-time which allows employees to spend more time
with their families. Teamwork and social events can help workers form new
friendships and relationships.
Esteem Needs.
Confidence, status, self-respect and recognition Managers can facilitate a
worker’s esteem needs through offering praise and rewards such as a new
job title or an attractive office etc.
Self-Actualisation Needs
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Self-fulfilment, become everything one is capable of
becoming. Management by offering workers a career plan, training and
development opportunities, empowerment and promotion to positions of
responsibility can meet these needs.
(ii)
Possible limitations of this theory of motivation:
.
.
.
.
.

Needs may not occur in the strict order specified by Maslow (cultural
and individual differences)
Not all employees are governed by the same set of needs
Needs may not be all of equal value to the employees
Employees may be driven by different needs at different times
Theory not based on rigorous sampling.
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2014 Q4 (C)
Read the information supplied and answer the questions which follow.
3 Dimension Ltd offers competitive salaries to its employees and a benefits
programme that includes healthcare insurance. It is committed to providing
a safe and healthy work environment. It holds weekly team meetings,
enhancing the workers’ sense of belonging. It recognises and rewards staff
achievement and provides opportunities for staff to develop new skills and
experience new challenges.
Outline the different stages in Maslow’s hierarchy of needs and illustrate
how 3 Dimension Ltd applies this theory to motivate its employees.
MS: 5@4m (1+2+1): heading, keywords, link to 3 Dimension Ltd.
Physical Needs
• A worker has the need for the essentials like shelter, food and clothes.
• A manager can offer a fair wage to help satisfy this.
• 3 Dimension Ltd ‘offers competitive salaries to its employees’.
Safety Needs
• Employees need job security and to feel safe in their employment.
• Managers can offer long-term contracts of employment and safe
working environments, e.g. hardhats, high vis jackets, steel-cap
boots.
• 3 Dimension Ltd provides ‘a safe and healthy work environment’.
Social Needs
• Employees need to feel wanted and liked and enjoy friendship and
social interactions.
• Working in teams and social nights e.g. greyhound racing can provide
this.
• 3 Dimension Ltd ‘holds weekly team meetings enhancing the workers'
sense of belonging’.
Esteem Needs
• Employees want to feel recognized and appreciated.
• Managers can offer praise and rewards such as a new job title or an
award like ‘Employee of the Month’
9
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• 3 Dimension Ltd ‘recognises and rewards staff achievement’.
Self-Actualisation Needs
• Employees want to become the best they can be and develop in to a
great worker with greater responsibilities.
• Management offers workers a career plan, training and
development opportunities, empowerment and promotions.
• 3 Dimension Ltd ‘provides opportunities for staff to develop new skills and
experience new challenges.’

2011 Q4 (B)
(i) Explain Maslow’s Theory of Motivation.
(ii) Illustrate how a manager could motivate workers by applying Maslow’s
Theory in the workplace.
MS: 5 marks (2+3) explanation; 5 @ 1mark 5 @ 2marks Level &
e.g.
(i) Maslow set out a hierarchy of needs. As one need is satisfied, then
the need immediately above it on the pyramid becomes the dominant
motivator.
He said an employee can’t be motivated by the higher need before
the lower need is satisfied, highlighting that a manager needs to
motivate different staff with different needs at different times.
(ii) As in previous question without the 3 Dimension Ltd link.
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Motivating and McGregor’s Theory
2013 Q10 Short
Outline two possible implications for a business if a manager adopts
McGregor's Theory X approach to managing.
MS: 2 @ 5 Marks (3 + 2). Must give implications for the business.
Always use a mini-heading for the shorts and then develop the
point with an implication.
The answer to this question is the same as that below for Question 4 (b) from
the 2009 paper.

2009 Q4 (B)
Analyse the implications for a business of a manager adopting a Theory X
approach to managing. (20 marks)
MS: 4 @ 5 Marks (2 + 3). Must give implications for the business.
• He treats employees like they are lazy.
The manager will have little trust of his employees and will spend a lot of time
supervising them. Employees may start to dislike work as they don’t feel
trusted and are not delegated to, and may resent their employers and
not want to take on any more work.
• Employees will avoid new responsibilities.
The manager will think the staff do not want any more responsibility and that
they will avoid the chance of it, so they might not offer it to them. This may
lead to staff never being empowered, and they won’t develop their
skills, lowering the chance of innovation or intrapreneurship.
• Staff are motivated by money only.
The business may continuously have to increase wages or offer monetary
rewards to staff to keep motivation high as managers believe this is what
staff need to be motivated. No job enrichment is offered or promotional
paths, which can lead to high absenteeism and poor motivation.
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• Autocratic style of leadership used.
A business will have an autocratic leader, meaning little consultation is
made with staff on decisions and no staff input occurs before a manager
changes anything. Staff will not feel involved in the business and not
feel trusted, and will offer resistance to changes in any area of the
business causing problems for the business.

Communicating
2015 Q4 (A)
Paul O’Brien is the Sales Manager with Water Solutions Ltd, a business
which has recently developed a new water conservation product. Paul is due
to make a presentation to the board of directors on the potential of this
product. He will present the following projected sales data for the product
for the next six months.
Month:
Sales in €:

July
50,000

Aug
60,000

Sept
40,000

Oct
30,000

Nov
20,000

Dec
10,000

(i) Illustrate the above data by means of a bar chart or a line graph.
(ii) Outline the principles Paul should consider to ensure he communicates
his message effectively to the board of directors. (25 marks)
MS: 6 bars or points 6 @ 1 m Title of chart 2m X axis 2m Y axis
2m;
(ii) 3 @ 4m (2+2) Must be appropriate to the board/Paul; Link to
Paul: 1 mark

Part (i)
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6-Month Projected Sales Data
70,000
60,000
50,000
40,000
Sales in €:

30,000
20,000
10,000
0
July

Aug

Sept

Oct

Nov

Dec

6-Month Projected Sales Data
70,000

Salis in Euro

60,000
50,000
40,000
30,000
20,000
10,000
0
July

Aug

Sept

Oct

Nov

Dec

(Note: For any chart or graph, a title and correct labeling of the axes are
essential. In this question, it carried 6 of the 12 available marks.)

Part (ii)
(Note: This is a trend that has developed, where the examiner doesn’t just
want you to repeat the textbook knowledge. You must be able to decipher
what is relevant and link it to the question asked, e.g. only giving the
principles relevant to communicating with the board.)
•

Timing

The sender of the message should consider how long they should
spend communicating it to the recipient. Too long and they risk using
padding or waffle which can make the recipient lose some of the
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intended message through boredom, and too short and they might
not be able to fully deliver the message.
Paul is dealing with the board of directors (BOD) that likely have very busy
schedules, so he needs to deliver the message efficiently.
•

Accuracy of Information

The sender should have a thorough knowledge of the topic that they
are presenting about. Their presentation should have a clear structure; an
introduction, plan of action and expected outcomes.
Paul should anticipate the concerns of the BOD and have considered
possible responses ready on the topic.
•

Appropriate Language

If the language is too technical or too difficult for the board of directors
to understand then the message may be misinterpreted.
Paul needs to choose language appropriate to his audience and he
may use short clear sentences and avoid jargon that the BOD may not
be familiar with.
• Visuals
Visual supports such as pie charts, bar charts and line graphs
communicate financial data very effectively.
By presenting the financial information in a bar chart Paul can make it easier
for the BOD to process the information quicker.
•

Confidentiality of Information

Some mediums are safer for transferring confidential information e.g.
encrypted files on a computer or face-to-face meetings.
The projected sales data for a new product are sensitive, so the face-toface method of a meeting is good for Paul’s presentation.
Other acceptable points: timing/appropriate method/need for record/
feedback/preparation for audience.
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2012 Q4 (A)
Illustrate the factors that a business needs to consider when communicating
with its various stakeholders. (20 marks)
MS: 4 @ 5 marks (2+2+1). ‘Illustrate’ means give an example –
this question asks the student to give an example using various
stakeholders so you should link each point to a different
stakeholder.
•

Appropriate Language/Clarity

If the language is too technical (jargon) or too difficult for the
stakeholder to understand then the message may be misinterpreted. The
business needs to choose language appropriate to its audience.
Example: Short clear sentences and visual supports should be used for
consumers, which may be suitable for product assembly, etc., e.g.
instructions for an Ikea couch.
•

Confidentiality/Safety

The medium chosen must be appropriate to the nature of the message. If
the message is sensitive for the stakeholder or requires a personal
touch.
Example: Terminating the employment contract of an employee, then a
meeting would be more appropriate than a letter or an e-mail.
•

Cost

The expense of the communication process is a very important factor. Lots
of free communication channels now exist, e.g. Facetime, Skype,
Whatsapp.
Example: A CEO communicating with his managers worldwide may choose
to hold a virtual meeting to cut down on travel and subsistence costs.
•

Urgency

If a crucial piece of information has to be communicated instantly to
a supplier, then a phone call may be more appropriate than an e-mail.
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Example: To update an order with a supplier before it is dispatched. These
are better choices as they are more instant and often feedback is given with
them.
•

Record

E-mail is an excellent source of communication when the sender wants a
record of what was communicated, and when, to the recipient. E-mails
would store a copy of the correspondence which can be referred
back to for confirmation of important details.
Example: Communication with the government (revenue commissioners)
might require regular written records and in this case e-mail can provide
formal evidence of the feedback process, eliminating misunderstandings.
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2014 Q4 (A)
Describe the functions of the different meetings held by limited companies.
(20 marks)
MS: The AGM was awarded 10(4+4+2)
Any other two meetings were given 6(4+2)+4(2+2)
Annual General Meeting (AGM)
This is a meeting held once a year and attended by the directors and
shareholders of the company. The main functions of the AGM are to
elect a board of directors, let the chairperson gives a report on
company performance, and so they can declare a dividend for the year.
Extraordinary General Meeting (EGM)
This is a meeting of the shareholders and company directors held to
discuss a matter of urgency that cannot wait until the next AGM. There
is no other matter discussed at this meeting. There could be an
EGM if there was a takeover bid for the company or a major fire at the
production plant.
Board Meetings
These are meetings of the board of directors and are often held on a
monthly basis. Progress and performance is discussed and tactical and
strategic plans are formulated. Problem-solving is a key function of
board meetings.
Ad Hoc Meeting
A meeting that takes place at short notice to discuss a matter that
requires attention and that has arisen unexpectedly. They are not
organised in advance, but only as the need dictates, e.g. a sales meeting to
address falling sales targets.

Gavin Duffy
www.thebusinessguys.ie

17

MANAGEMENT SKILLS

UNIT 3

2011 Q3 Short
(a) Distinguish between two types of meetings which are common in a
business.
(b) Outline two benefits of meetings as a method of communication.
MS: (a) 4marks (2+2) (b) 6 marks (3[1+2] + 3[1+2])
(a) Answer is similar to that given for the 2014 question (see above).
(b) Decision-making: Having stakeholders present to discuss issues before
decisions improves the quality of the decision.
Official/Confidential: A meeting could be used to inform staff of
redundancies or for dealing with other sensitive information.
Other acceptable points: Allows feedback, records can be kept (minutes), good
for brainstorming.
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2012 Q4 (B)
Distinguish between the duties of a chairperson and a secretary in the
organising and running of an Annual General Meeting. (20 marks)
MS: 2 x 10 marks(4+3+3). Three clearly developed points are
required for both.
The Chairperson
• The chairperson draws up the notice and agenda with the secretary
before the meeting.
• The chairperson calls the meeting to order and opens the meeting
only after ensuring the quorum is present.
• The chairperson guides the discussion and manages time and
contributions without any personal bias, allowing discussion only
of matters on the agenda.
• The chairperson organises vote taking and, in the event of a tie, they
have the casting vote.
The Secretary
• The secretary sends out the notice and agenda to all those who are
entitled to attend. This should be sent out in plenty of time giving
members or shareholders time to prepare for the meeting.
• The secretary arranges a suitable venue ensuring that essential
resources such as refreshments, audio-visual equipment and
seating plans are in order.
• The secretary assumes the role of minute’s secretary. This involves
reading the minutes of the previous meeting and having them approved
and then signed by the chairperson. It also involves taking notes, so
that the minutes of the present meeting can be written up accurately
later.
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2014 Q4 (B)
Outline how developments in technology have benefited business
communications. (20 marks)
MS: 4 @ 5 marks (2+3). Must mention a recent development in
technology.
•

Quicker/Cheaper Communication

If you need to speak with an employee who is travelling in another
country or you need to communicate with your supplier halfway around
the world, technology such as email and texting allows you to do so
instantaneously. Urgent messages can be communicated rapidly and
effectively using different technologies, including Skype and smart
phone technology.
•

Electronic Data Interchange and iCloud/Dropbox

These services greatly facilitate communication in a global market.
Document transfer, automated stock ordering, details of trading figures,
etc., can be transmitted globally in a matter of seconds.
•

Company Websites and Social Network Pages

The Internet, including social network sites such as Facebook and
business networks such as LinkedIn, has facilitated global marketing for
companies.
Network advertising, company websites and electronic payment
have allowed global e-commerce to flourish. It is easier and quicker to
interact directly with your target market online.
•

CAD (Computer Aided Design)

CAD has revolutionised the design process, making it much easier
and faster to develop new products, and allowing companies to react
quickly to customer requests and needs. Allows designs to be saved,
changed and reworked without starting from scratch. A product
designed in one country can be sent electronically to another country to be
tweaked by local designers to make it better suited to local tastes.
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2009 Q4 (C)
“There is often a legal requirement for members of the public to hand over
their personal information to public bodies.”
Discuss the provisions of the Data Protection Act 1988 in relation to:
(i) The Rights of Data Subjects
(ii) The Obligations of Data Controllers.
MS: 2 @ 5 Marks (2+3)
This has also appeared in Q1 along with the other Acts, so be
prepared to occasionally see a question asked in a question you
are not used to seeing.
The Data Subject has the right to access information that is being held on
the subject, they have the right to view all the data within 40 days of a
written request.
If a data subject accesses data and finds data held by a controller to be
untrue, they have the right to have that information or data changed, so
errors will be corrected or deleted.
Other acceptable points: right to compensation; right to have their name/email
removed from direct mailing lists.
Personal data held on all subjects must be kept confidential by the controller
so they must ensure all the data is in a secure location and monitor
attempted breaches of security.
All information collected by a data controller must be obtained in an honest
and open way. The data subject must not be misled during the collection of
the data by the controller.
Other acceptable points: to update the information; to use the information
only for the purpose intended; to provide the requested information within
the 40 days.
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2017 Q4 (C)
Bective Manor is a stately home available for wedding ceremonies and
functions. It has recently started using Twitter and Facebook to market its
services. Customers’ details are stored in a database. Emer Kelly, the
Marketing Manager, has been assigned the additional role of Data
Protection Officer.
Using your knowledge of the Data Protection Acts 1988 and 2003, draft a
report from Emer Kelly to Richard Daly, Managing Director, outlining the
obligations of Bective Manor to its customers in relation to data protection.
(Use today’s date.) (20m)
REPORT – Obligations to Customers
PREPARED BY: Emer Kelly
PREPARED FOR: Richard Daly, Managing Director
DATE: Thursday 15th June 2017
TERMS OF REFERENCE: Investigate obligations to our customers in
regards to data protection.
BODY OF THE REPORT (MAIN FINDINGS):
Personal data held on all subjects must be kept confidential by the
controller so they must ensure all the data is in a secure location and
monitor attempted breaches of security.
All information collected by a data controller must be obtained in an
honest and open way. The data subject must not be misled during the
collection of the data by the controller.
Other acceptable points: to update outdated/incorrect information; to
use the information only for the purpose intended; to provide the
requested information within the 40 days.
RECOMMENDATIONS:
As it is a legal requirement, we should review our current operation to cover
all the issues raised in the body of the reports above.
APPENDICES
Emer Kelly
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