Business Communication (COMM 212)				         Prof. M. Picard


Chapter 1


Multiple Choice Questions

1) Good communication matters in business because ________.
A) everyone communicates for a living
B) it’s impossible to work in an office setting without communicating by writing or orally
C) it reflects who you are professionally
D) all of the above.

2) The ability to communicate effectively is ________.
A) a hard skill
B) a soft skill
C) a medium skill
D) not a skill at all

3) Of the following items, which is not an essential component of the changes currently happening in the workplace?
A) Knowledge economy
B) Post-secondary education
C) Team-based work environments
D) Flattened hierarchies
E) Highly competitive global markets

4) The world’s economy is increasingly ________.
A) nationalistic
B) patriotic
C) global
D) isolated

5) Some of the benefits of a flattened organization are ________.
A) cost savings
B) efficiency
C) shorter communication chains
D) All of the above.
E) None of the above.

6) Which of the items is not an aspect of intercultural sensitivity?
A) Respecting differences in customs
B) Respecting differences in religions
C) Respecting differences in time zones
D) Respecting differences in business etiquette
7) Which of the following in not an example of Web 2.0 technology?
A) Blogs
B) Wikis
C) Telephones
D) Social networking platforms

8) Communication theory does not help to explain ________.
A) what happens when we communicate
B) why certain symbols mean different things
C) how we learn to speak
D) why communication breaks down

9) Which of the following disciplines share theories and assumptions about communication?
A) Law
B) Philosophy
C) Sociology
D) All of the above.

10) Which of the following is not a theoretical framework of communication studies?
A) Semiotics
B) Rhetoric
C) Cyberdynes
D) Semantics

11) Which of the following terms does not describe communication?
A) Situated
B) Relational
C) Solitary
D) Transactional

12) Channels of communication include ________.
A) Faxing
B) Voice
C) Gestures
D) All of the above.

13) Which of the following items is not an example of feedback?
A) Nodding one's head during a conversation
B) Offering to get coffee or tea for someone else
C) Saying ummm while someone else talks
D) Replying to an e-mail message




14) Emotional interference can occur when ________.
A) the sender or receiver has broken up with his or her partner
B) the sender or receiver is hungry
C) the sender or receiver just won a free trip to the Caribbean
D) All of the above.
E) None of the above

15) The elements of the communication process are ________.
A) writer, network, reader, and reaction
B) sender, network, receiver, and reaction
C) sender, channel, receiver, and feedback
D) sender, network, receiver, and feedback

16) Providing too many details for the technical knowledge of the reader would be an example of________.
A) network overload
B) channel overload
C) information overload
D) information capacity

17) Semantic interference occurs when ________.
A) the receiver is too analytical
B) the sender uses words with multiple meanings
C) the sender uses too much jargon
D) All of the above.

18) If a listener says she agrees, but raises her eyebrows to suggest she’s having doubts, ________.
A) she is being indecisive
B) she thinks you should send her an e-mail instead of talking to her
C) she is sending a mixed message
D) she is reacting to your spelling mistakes

19) Which of the following is not an example of a mixed message?
A) Sending an angry e-mail using all capital letters
B) Saying no while nodding your head
C) Typing out a simple request using all capital letters
D) All of the above.

20) Physical interference includes ________.
A) a wall between offices
B) the office computer system crashing
C) a crowded hallway
D) None of the above.


21) Bypassing is a type of ________.
A) semantic interference
B) environmental interference
C) channel overload
D) information overload

22) Communications researcher and UCLA professor Albert Mehrabian found that, in spoken communication, ________ of the meaning is conveyed by the words that are spoken.
A) 55 per cent
B) 100 per cent
C) 38 per cent
D) 7 per cent

23) Which of the following items are essential non-verbal skills?
A) Regulation
B) Encoding
C) Decoding
D) All of the above.
E) None of the above.

24) Nodding one's head is an example of ________.
A) paralanguage
B) proxemics
C) chronemics
D) kinesics

25) Kinesics is the study of ________.
A) paralanguage
B) non-language
C) body language
D) pseudolanguage

26) Kinesics is an important area of study that helps speakers to understand ________.
A) the listener’s hidden agenda
B) the listener’s facial expressions
C) the listener’s self-image
D) the listener’s sense of intimate distance

27) Aaah, ummm, and you know are examples of ________.
A) paralanguage
B) non-language
C) body language
D) pseudolanguage


28) If your listener has their arms crossed, they could be ________.
A) defensive
B) cold
C) unreceptive to your message
D) All of the above.

29) Rejecting a message based on personal value systems is an example of ________.
A) active listening
B) cognitive dissonance
C) ethics
D) All of the above.
E) None of the above.

30) Memos are important when communicating to people in ________.
A) other companies
B) other cultures
C) the same company
D) the same company or in different companies

31) Active listening involves ________.
A) showing respect
B) concentrating on what is said
C) asking questions
D) All of the above.

32) Corporate informal networks can involve ________.
A) weekly newsletters
B) gossip in the coffee shop
C) e-mail bulletins
D) All of the above.

33) Upward communication, from subordinates to superiors, ________.
A) can be difficult due to differences in status
B) is best kept formal
C) should not interfere with day-to-day operations
D) helps managers feel good about their performance

34) Downward communication, from superiors to subordinates, ________.
A) relies on a strong chain of command
B) can improve morale in difficult times
C) can travel from person to person in a chain
D) All of the above.






35) Horizontal communication, between people at the same level, ________.
A) can be conducted by e-mail, phone, or personal contact
B) should be conducted in writing to avoid complications
C) can be more difficult in flattened hierarchies
D) should be managed from the top down

36) Ethical business conduct ________.
A) gets in the way of making money
B) applies only to upper management
C) depends on the likelihood of getting caught
D) creates an advantage in the marketplace

37) If everyone does the wrong thing, then everyone ________.
A) should stick to the same story
B) is guilty
C) is less guilty
D) has an excuse

38) A whistleblower who makes ethical lapses public ________.
A) should be punished
B) does not follow the team-player rationalization
C) is as guilty as the wrongdoers
D) is entitled to break the rules

39) ________ is an ethical minefield.
A) Telling the truth
B) Offering value for money
C) Communicating in cyberspace
D) Using clear language

40) Being a good corporate citizen involves ________.
A) telling the truth and distinguishing between fact and opinion
B) knowing what you can and cannot disclose to certain individuals
C) offering good value for money
D) All of the above.

41) Cross-cultural communication is ________.
A) important only if the company has offices located in other countries
B) important in Canadian workplaces
C) solved by learning other languages
D) easy, because people are all the same



42) Cultural differences do not include ________.
A) body language
B) ethics
C) gender roles
D) logic and emotion

43) Verbal communication with people from other cultures involves ________.
A) teaching them how you like to do business
B) using first names to show sincerity and friendliness
C) stopping from time to time to see if they are following what you are saying
D) not insulting them by using simple language

44) People in high-context cultures tend to ________.
A) make eye contact regularly
B) focus on I
C) rely solely on the explicit message
D) see language as a kind of social lubricant

45) Communicators in low-context cultures ________.
A) mean it when they say no
B) value efficiency
C) do not require much background information
D) All of the above.

46) Communicators in low-context cultures ________.
A) expect messages to be explicit and detailed
B) expect logic to be linear
C) expect messages to be professional
D) All of the above.

47) High-context cultures place value on ________.
A) the ability to be imprecise
B) the social status of the speaker and listener
C) the speaker’s style of clothing
D) All of the above.

48) High-context cultures place value on ________.
A) facial expressions and body language
B) an ability to demonstrate respect
C) using language to improve understanding
D) All of the above.





49) When speaking with someone from another culture, always ________.
A) speak as you would to someone fluent in your own language
B) use extremely simply language
C) correct their English
D) pay attention to non-verbal clues

50) Effective written communication with cross-cultural readers involves ________.
A) reformatting your work to suit their standards or customs
B) using words that can be found in a dictionary
C) saying please and thank you
D) All of the above.

51) Which of the following statements about cross-cultural communication is correct?
A) Communicating indirectly gives you the chance to build goodwill.
B) Referring to all clients by their first name shows that you are friendly.
C) Telling a joke will always go over well.
D) Everyone knows what 411 means.

52) Using humour in an international e-mail shows that ________.
A) you are being friendly
B) you understand your reader’s culture
C) you understand the informal intercorporate network
D) you should be sent on a communications training course

53) Under Canadian privacy law, employers can ________.
A) check your medical records
B) review your credit history
C) monitor your use of the Internet
D) investigate your ethnic background
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