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Conflict means :

(A) Cooperation
(B) Disagreement
€ Celebration
D) Partnership

Which of the following is not a component
of conflict?

(A) Issue

(B) Emotions

) Agreement

D) Perception

A basic element of conflict is :
(A) Opposing interests
(B) Celebration

) Silence

D) Happiness

Which model shows win-win situation in
conflict?

(A) Avoidance model

(B) Compromise model

€ Collaboration model

D) Competition model
Functional conflict results in :

(A) Improvement in performance
(B) Team break down

C) Misunderstanding

D) Stress
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6. Dysfunctional conflict leads to : 6. T Gy fFE o) @ o @

(A) Creativity (A) EAIHSAT
(B)  Growth B) faeprE
€ Problems € T
(D) Motivation D) RO
7. Which of these is a source of conflict? 7. frfafad & @ $9 |99 @1 Aiq &7
(A) Miscommunication (A) Teld FER
(B)  Harmony (B)  GHIH
C)  Trust € o
(D)  Cooperation D) G &R
8. Interpersonal conflict occurs between : 8. ST gay fhas &g & © ¢
(A) Two or more persons (A) A A ARE A b A=
(B)  Within a person B) & ® X
©) Between machines (&) q9E & 99
D) Between countries D) =M b d
9. Intrapersonal conflict means : 9. Siceifemra duy @ ot ® -
(A)  Conflict within the person A AT > A< B A
(B) Conflict between two people B) A A > AT e
€ Conflict between groups ©) Fl'{?[ % d99 gay
(D) Conflict between nations D) T % 99 LERS
10. A healthy level of conflict in workplace is : 10. FERA W T H Y TR
(A) Functional (A) HAED
(B) Dysfunctional (B) ST
(®) Avoided € Il ™
D) Negative D) AhHD

CO011007T-A/36 (4)



1. Which model of conflict stresses win-lose
outcome?
(A) Competition model
(B) Collaboration model
(®) Compromise model
(D) Avoidance model
12. Conflict can arise due to :
(A) Scarce resources
(B) Proper communication
(®) Full agreement
(D) Harmony
13. Example of interpersonal conflict is :
(A) Argument between colleagues
(B) A person confused about choice
(®) Competition between two firms
(D) War between countries
14, Functional conflict encourages :
(A) Innovation
(B) Hatred
(®) Stress
D) Violence
15. Dysfunctional conflict decreases :
(A) Cooperation
(B) Problems
(®) Anger
D) Misunderstanding
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16. One important source of conflict is :
(A) Different goals
(B) Similar values
© Unity
(D) Agreement
17. Conflict always starts with :
(A) Perception
(B) Agreement
(®) Decision
(D) Celebration
18. Which type of conflict is harmful for
organizations?
(A) Functional conflict
(B) Dysfunctional conflict
(®) Constructive conflict
D) Positive conflict
19. Interpersonal conflict usually happens due
to:
(A) Personality differences
(B) Machines
(@) Laws
(D) Nature
20. Conflict is natural in :
(A) Human life
(B) Machines
(®) Stones
(D) Books
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21. Which  model of conflict avoids
confrontation?
(A) Avoidance model
(B) Competition model
(®) Collaboration model
(D) Compromise model
22. A positive outcome of conflict is :
(A) Creativity
(B) Hatred
(®) Violence
(D) Division
23. Dysfunctional conflict may increase :
(A) Stress
(B) Team spirit
(9] Productivity
(D) Innovation
24. Conflict is best managed by :
(A) Communication
(B) Violence
(®) Avoidance
D) None of the above
25. Conflict in workplace should be :
(A) Properly managed
(B) Ignored
(®) Increased
D) Left unresolved
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26. The primary role of management in conflict
is
(A) Increase conflict
(B) Ignore conflict
(®) Manage and resolve conflict
D) Create problems
27. Managers should handle conflict in a way
that :
(A) Improves team performance
(B) Creates more disputes
(9] Reduces cooperation
D) Lowers motivation
28. Which of the following is not a role of
management in conflict?
(A) Resolving disputes
(B) Encouraging teamwork
(®) Spreading hatred
(D) Improving communication
29. Degree of conflict development refers to :
(A) The stage of conflict growth
(B) The happiness level of team
(®) The salary of workers
(D) The authority of leaders
30. A low degree of conflict means :
(A) Peaceful situation
(B) Aggressive situation
(®) Mismanagement
D) Violence
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31. A very high degree of conflict leads to :
(A) Better cooperation
(B) Destruction and chaos
€ Unity
(D) Creativity
32. Leadership Grid Approach was given by :
(A) Blake and Mouton
(B) Maslow
(®) Taylor
(D) Fayol
33. The Leadership Grid is based on concern
for :
(A) People and Production
(B) Money and Power
(®) Time and Salary
D) Orders and Punishment
34. In Leadership Grid, 9, 9 style represents :
(A) Team management
(B) Country club management
(@) Authority-obedience management
(D) Impoverished management
35. Behaviour style of conflict handling which
avoids issues is :
(A) Avoiding
(B) Competing
(9] Collaborating
(D) Compromising
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36. Competing style of conflict handling focuses  36.
on:
(A) Win-lose outcome
(B) Win-win outcome
(@) Avoiding decisions
D) Ignoring problems
37. Collaborating style aims at : 37.
(A) Win-win solution
(B) Win-lose solution
(®) No solution
(D) Avoidance
38. Compromising style means : 38.
(A) Both parties give up something
(B) Only one wins fully
(®) One ignores other
D) One dominates completely
39. A good technique to resolve team conflict ~ 39.
is
(A) Open communication
(B) Avoiding all discussions
(®) Increasing misunderstanding
D) Ignoring members
40. Team conflict can be reduced by : 40.
(A) Cooperation
(B) Miscommunication
(®) Hatred
D) Division
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41. Negotiation means : 41.
(A) Process of discussion to reach
agreement
(B) Fighting without talks
(@) Ignoring problems
D) Increasing disputes
42. Negotiation is important in : 42.
(A) Conflict resolution
(B) Creating more conflict
(®) Ignoring relations
D) Breaking teams
43. One characteristic of negotiation is : 43.
(A) Mutual discussion
(B) Fighting
(®) Violence
D) Ignoring others
44, Successful negotiation requires : 44,
(A) Good communication
(B) Silence always
(®) Avoidance
D) Violence
45, Negotiation style that seeks maximum  45.
benefit for one side is :
(A) Competitive
(B) Collaborative
(®) Avoiding
D) Compromising
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46. Negotiation style that focuses on long-term  46.

relation is :

(A) Collaborative

B) Competitive

(@) Avoiding

(D) None of the above

47. A neutral person helping in conflict resolution ~ 47.

is called :

(A) Third party
(B) Competitor
(9] Opponent
(D) Subordinate

48. Third party intervention is needed when :

(A) Both parties fail to agree
(B) Conflict already solved
(®) Parties fully cooperate
(D) No issue exists

49. Mediation is a type of :
(A) Third party intervention
(B) Violence
(®) Ignoring
D) Competition

50. A mediator mainly helps by :
(A) Facilitating communication
(B) Fighting for one side
(®) Increasing disputes

D) Avoiding talks
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51. Arbitration is :
(A) Third party giving binding decision
(B) Discussion without result
(®) Ignoring conflict
D) Fighting
52. Third party helps in :
(A) Fair settlement
(B) More disputes
(@) Breaking relations
D) Miscommunication
53. Negotiation style avoiding direct talks is :
(A) Avoiding
B) Collaborative
(@) Competitive
(D) Compromising
4. In conflict handling, compromise means :
(A) Each side gives up something
(B) Only one side wins
(®) Violence occurs
(D) No agreement
95. A good manager resolves team conflict by:
(A) Listening to all
B) Ignoring all
(@) Supporting only one
(D) Fighting
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56. Which is not a style of conflict handling?
(A) Avoiding
(B) Collaborating
(®) Fighting
D) Compromising
57. Conflict handling style focusing on others’
needs is :
(A) Accommodating
(B) Competing
(®) Avoiding
(D) None of the above
958. Best way to resolve team conflict is :
(A) Mutual discussion
(B) Fighting
(®) Avoidance
D) Silence
59. In negotiation, both parties should aim at :
(A) Mutual benefit
(B) Only one benefit
(®) Violence
D) Ignoring others
60. Third party intervention ensures :
(A) Neutral decision
(B) Biased decision
(®) More problems
(D) Hatred
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61. Mediation means : 61.
(A) A neutral person helping parties to
resolve dispute
(B) Fighting between parties
(@) Avoiding conflict
D) Giving orders
62. Main benefit of mediation is : 62.
(A) Quick and peaceful solution
(B) Increased fighting
(®) Delay in decision
D) More disputes
63. Mediation is based on : 63.
(A) Cooperation and communication
(B) Violence and force
(®) Ignorance
D) Misunderstanding
64. Mediation works better than court cases  64.
because :
(A) It saves time and cost
(B) It takes many years
(®) It creates hatred
D) It increases expenses
65. Alternative Dispute Resolution (ADR) means:  65.
(A) Settlement of disputes outside court
(B) Only fighting
(®) Only punishment
D) Only appeal
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66. Which is not a method of ADR?
(A) Mediation
(B) Arbitration
(®) Negotiation
(D) Violence
67. One benefit of ADR is :
(A) Saves time and money
(B) Creates long disputes
(®) More complex process
D) Increases hatred
68. Arbitration in ADR means :
(A) Third party giving binding decision
(B) Endless fighting
(®) Ignoring conflict
D) Postponing decisions
69. Negotiation in ADR focuses on :
(A) Agreement through discussion
(B) Violence
(®) Ignoring others
(D) Punishment
70. ADR is preferred because :
(A) It is less costly and faster
(B) It always delays
(®) It creates hatred
D) It is more expensive
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1. Which of the following is a type of power?
(A) Reward Power
(B) Violence
(®) Ignorance
D) Silence
72. Legitimate power is based on :
(A) Position and authority
(B) Friendship
(®) Ignorance
(D) Avoidance
73. Reward power comes from :
(A) Ability to give benefits
(B) Violence
(®) Avoidance
(D) Ignoring people
74. Coercive power means :
(A) Power to punish
(B) Power to reward
(®) Power to ignore
D) Power to listen
75. Expert power is based on :
(A) Knowledge and skills
(B) Punishment
(®) Position only
D) Violence
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76. Referent power comes from : 76.
(A) Respect and admiration
(B) Punishment
(®) Force
(D) Silence
7. Role of power in management is : 7.
(A) Influence others’ behavior
(B) Increase hatred
(9] Avoid responsibility
D) Create confusion

78. Power is important for managers because :  78.

(A) It helps in decision-making and
control
(B) It always creates problems
(@) It only spreads hatred
D) It avoids leadership
79. Johari Window is a tool for : 79.
(A) Understanding self and others
(B) Punishing employees
(®) Ignoring conflicts
D) Avoiding talks
80. Johari Window has : 80.
(A) Four quadrants
(B) Two quadrants
(®) Five quadrants
D) Six quadrants
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81. In Johari Window, open area means :
(A) Known to self and others
(B) Known only to self
(®) Known only to others
D) Unknown to all
82. Hidden area in Johari Window is :
(A) Known to self but not others
(B) Known to others but not self
(®) Unknown to all
(D) Known to all
83. Blind area in Johari Window is :
(A) Known to others but not self
(B) Known to self only
(®) Known to all
(D) Unknown to all
84. Unknown area in Johari Window is :
(A) Unknown to self and others
(B) Known to all
(®) Known only to self
D) Known only to others
85. Transactional Analysis is a theory of :
(A) Personality and communication
(B) Punishment
(®) Violence
D) Avoidance
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86. Transactional Analysis was developed by :  86.
(A) Eric Berne
(B) Maslow
(®) Taylor
(D) Fayol
87. In TA, ego states are : 87.
(A) Parent, Adult, Child
(B) Leader, Worker, Manager
© Happy, Sad, Angry
(D) Rich, Poor, Middle
88. Parent ego state represents : 88.
(A) Values, rules, authority
(B) Knowledge and facts
(®) Feelings and emotions
D) Money and power
89. Adult ego state is : 89.
(A) Logical and rational
(B) Emotional
(®) Forceful
(D) Punishing
90. Child ego state represents : 90.
(A) Feelings, creativity, emotions
(B) Logic
(9] Authority
(D) Punishment
CO11007T-A/36 (20)
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0) & AR sl

T, TS ST §
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91. Transaction means : 91. AT @ 3T % :

(A) Exchange of communication (A) TR & ARH-5EH
(B) Exchange of money only (B) P & B STEE-HEH
(9] Fighting € BN
(D) Punishment D) 3

92. Complementary transaction is when : 92. ESZ AT-3 79 BT B S ¢
(A) Communication is in balance (A) [SEIEY H@FFT ¥ 2 8
(B) Communication breaks (B) LS << Sl ?
(®) Communication ignored € TR & el el &
(D)  Communication ends D) HOR THI e 8

93. Crossed transaction leads to : 93. W AW-a9 Y SR q S ®
(A) Miscommunication and conflict (A) TG ER A gy
(B)  Better relations B) B T
(©) Win-win outcome ©) Sa-siiq qRem™
D) No problem D) P GHE Tel

94. Transactional Analysis helps in : 94. A3 fI9QuT HeE A R ¢
(A) Improving communication (A) SEIEY ﬁﬂ]’@[ T
(B)  Fighting (B) TSN ®A H
(@) Ignoring others € §{T%T P SRl B H
(D) Creating hatred D) TET YT B A

95.  One benefit of TAs : 95. Q-3 ST B UH M B
(A) Better understanding of behavior (A) e FH By T
(B) More disputes (B) e foars
(®) Hatred € BEAG]
(D) Confusion D) a4
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96. Mediation, arbitration, and negotiation are
parts of :
(A)  ADR
(B) Fighting
(®) Violence
D) Court only
97. Which ego state follows logic and facts?
(A)  Adult
(B) Parent
(C)  Child
D) None of the above
98. Which ADR method gives legally binding
decision?
(A) Arbitration
(B) Mediation
(®) Negotiation
(D) None of the above
99. Which quadrant of Johari Window is best
for teamwork?
(A) Open area
(B) Hidden area
(®) Blind area
D) Unknown area
100.  Transactional Analysis improves :
(A) Communication and relationships
(B) Violence
(®) Hatred
(D) Silence
CO11007T-A/36
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Example :

Question :

Q1 ® @ © ©
Q2 ® ® @ ©

Q3 ® @ © ©

5. Each question carries equal marks.
Marks will be awarded according to the
number of correct answers you have.

6. All answers are to be given on OMR
Answer Sheet only. Answers given
anywhere other than the place specified
in the answer sheet will not be
considered valid.

7. Before writing anything on the OMR
Answer Sheet, all the instructions given
in it should be read carefully.

8. After the completion of the examination,
candidates should leave the examination
hall only after providing their OMR
Answer Sheet to the invigilator.
Candidate can carry their Question

Booklet.
9. There will be no negative marking.
10. Rough work, if any, should be done on

the blank pages provided for the purpose
in the booklet.

11. To bring and use of log-book, calculator,
pager & cellular phone in examination
hall is prohibited.

12. In case of any difference found in English
and Hindi version of the question, the
English version of the question will be
held authentic.

Impt. On opening the question booklet,
first check that all the pages of the question
booklet are printed properly. If there is any
discrepancy in the question Booklet, then
after showing it to the invigilator, get another
question Booklet of the same series.

SEIIA

a9 ¢

1 @ @ © ©
=2 @ ® O
s ®@ @ © @

5. U U B 3k UM &1 oD e I
el B, T2 & HFTAR b o fha ST

6. gl IR Pad SMoTHodARo ITX-T%
(OMR Answer Sheet) W & &3 99 |
STk & UG w9 & ofEr o

Fe WX fer T SAY 9 TR erm

7. SMolHodNo ITX-TF% (OMR Answer
Sheet) W B 1 ferew @ @ 389 &R W
el SRl H HEAHYEE g form S

8. e g & SuRa et e e
H T4 OMR Answer Sheet 39

T & & U B § I B aeei
I WY FT-GRAH A S Fhd S

9. feifea mfe =&t 2

10.  ®3 A I® P, 9E-JRaE H, -FE &
fer fou @l O W& R S R

1. - & A9, acepaey, ST el geX
B« ST O ST START T a2

12, 99 & [l Td SUsi @aXeT ¥ iear e

B A H U H IS TR & A
B
oA UgRTE @R UX e S @
@ & B aeigRaE @ @l ge sl BN
gC &1 AR ywyfam & 9% w4 @, @
wafeE B REmst @ s & gEd

gegRaE M w A



