
Chapter 1 Communicating at Work

1.
Global communicators will probably be most successful if they

	a.
	learn to speak the language of the country with which they will be doing business.

	b.
	study as many books as possible to learn about the culture of the people with whom they will be doing business.

	c.
	learn to be sensitive and flexible in dealing with individuals from other cultures.

	d.
	take a class in world religions to prepare them for doing business abroad.


REF:
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2.
Noteworthy changes in today’s dynamic workplace revolve around

	a.
	union participation and regulation.

	b.
	processing and communicating information.

	c.
	taxes and government controls.

	d.
	clothing and dress codes.


REF:
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3.
Among the most significant difficulties in doing business in far-flung countries is dealing with people who

	a.
	live in different time zones.

	b.
	are similar in most respects except for language

	c.
	differ from you in customs, lifestyles, and religion.

	d.
	use different equipment and technology in conducting business.


REF:
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4.
One important reason that North American companies are expanding into global markets is that

	a.
	local markets are experiencing excellent sales.

	b
	communication and transportation systems have improved.

	c.
	the local workplace is becoming more diverse.

	d.
	the population of North America is decreasing.


REF:
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5.
Many businesses today are flattening their management hierarchies. This flattening means that

	a.
	information must flow through more layers of management.

	b.
	it takes longer to make decisions.

	c.
	management hierarchies are more authoritarian than ever before.

	d.
	employees at all levels need excellent communication skills.


REF:
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6.
Which of the following communication technologies allows business people to conduct meetings with associates around the world?

	a.
	Teleconferencing and videoconferencing

	b.
	E-mail

	c.
	Fax machines

	d.
	Presentation software
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7.
Amanda’s boss has referred to her as a knowledge worker. Amanda, therefore, knows that she will be evaluated based on her ability to

	a.
	get along with others.

	b.
	prepare professional documents.

	c.
	learn.

	d.
	communicate with clients.


REF:
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8.
Your new boss wants you to be able to think critically. You must, therefore, be able to

	a.
	make decisions very quickly.

	b.
	have opinions and ideas that are backed by reasons and evidence.

	c.
	use decision-making software.

	d.
	give good constructive criticism to your colleagues.
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9.
As employees move up the career ladder,

	a.
	technical skills become more important than oral and written communication skills.

	b.
	ability to use a computer becomes more important than technical skills.

	c.
	ability to use a computer becomes more important than oral and written communication skills.

	d.
	oral and written communication skills become more important than technical skills.


REF:
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10.
Select the best definition of communication.

	a.
	Communication is the transmission of information from one individual or group to another.

	b.
	Communication is the transmission of meaning from one individual or group to another.

	c.
	Communication is the transmission of information and meaning from one individual or group to another.

	d.
	Communication is the transmission of ideas from one individual or group to another.


REF:
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11.
Communication can be considered successful only when

	a.
	ideas are transmitted.

	b.
	meaning is transmitted.

	c.
	a message is put into words.

	d.
	the meaning of the message is bypassed.
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12.
The first step in the communication process is

	a.
	information transmission.

	b.
	message transmission.

	c.
	idea formation.

	d.
	message encoding.


REF:
p. 7


13.
John selects a background showing the sun, a beach, and palm trees for his software presentation on island travel. John is involved in what part of Examining the Process of Communication?

	a.
	evaluating the message

	b.
	encoding the message

	c.
	decoding the message

	d.
	selecting the channel


REF:
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14.
When GM tried to sell its car, the Nova, in Mexico, it encountered a problem with __________ because “no va” means “it does not go” in Spanish.

	a.
	Bypassing

	b.
	frame of reference

	c.
	improper channel

	d.
	lack of feedback


REF:
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15.
E-mail, cell phones, letters, memorandums, Web pages, and reports are all examples of

	a.
	channels.

	b.
	messages.

	c.
	encoding tools.

	d.
	software.


REF:
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16.
While Brianna is speaking to her friend on her cell phone, static (静电) interferes with the call. This interruption in the transmission of the message is called

	a.
	bypassing.

	b.
	vibration.

	c.
	noise.

	d.
	frame of reference.


REF:
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17.
Charles must send an e-mail message to a client in Paris. He is carefully selecting his words to ensure that his Parisian client, who speaks English as a second language, will understand them. He is involved in which part of the communication process?

	a.
	Message encoding

	b.
	Idea formation

	c.
	Message transmission

	d.
	Message decoding


REF:
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18.
Lucy is carefully reading her boss’s e-mail message to determine what he wants her to do. She is involved in the __________ part of the communication process.

	a.
	encoding

	b.
	channel

	c.
	decoding

	d.
	feedback


REF:
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19.
Communication takes place only when the

	a.
	receiver gives the sender the preferred feedback.

	b.
	receiver clearly hears the message as the sender intended.

	c.
	receiver understands the meaning intended by the sender.

	d.
	sender gives the receiver useful feedback.


REF:
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20.
Bill responds to John’s idea with the comment, “That’s a great idea!  Let’s give it a try.”  Bill’s response is an example of

	a.
	noise.

	b.
	feedback.

	c.
	frame of reference.

	d.
	bypassing.


REF:
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21.
Problems with the clarity of a message can be discovered through

	a.
	noise.

	b.
	semantic obstacles.

	c.
	bypassing.

	d.
	feedback.


REF:
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22.
Which of the following is the most useful feedback?

	a.
	If I understand you correctly, your recommendation is to offer computer training to all new employees.

	b.
	I can’t imagine why you think training would be helpful to new employees.

	c.
	That idea can’t possibly work.

	d.
	All employees need computers.


REF:
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23.
Amber says that she will complete the report “soon.”  Amber plans to submit the report in three days; her boss expects to see the report the next morning. This misunderstanding results from

	a.
	bypassing.

	b.
	differing frames of reference.

	c.
	evaluative feedback.

	d.
	using the incorrect communication channel.


REF:
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24.
Differences in frame of reference are especially significant when

	a.
	working on improving one’s listening skills.

	b.
	communicating with persons from a different culture.

	c.
	overcoming physical barriers to communication.

	d.
	confronted with conflicting emotions.


REF:
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25.
Managers of a large North American company were sent to Finland to supervise operations. Not realizing that employees in Finland prefer written communication to face-to-face interaction, the North Americans could not understand why many of their personally delivered instructions were not implemented. A significant barrier to communication in this instance could be attributed to

	a.
	bypassing.

	b.
	lack of listening skills.

	c.
	failure to recognize different frames of reference.

	d.
	emotional interference caused when senders or receivers are distracted by internal feelings.


REF:
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26.
A poorly written résumé that contains typographical errors

	a.
	is an example of bypassing.

	b.
	presents a physical distraction in the communication process.

	c.
	demonstrates an incorrect channel for communication.

	d.
	exemplifies faulty decoding.


REF:
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27.
Sailing through her software presentation to new employees, Jill noticed a stony gaze on the eyes of some listeners. She then slowed down, reviewed the main points, and paused to encourage questions. Jill was striving to overcome communication barriers by

	a.
	questioning her assumptions, biases, and prejudices.

	b.
	improving her language and listening skills.

	c.
	creating an environment for useful feedback.

	d.
	reducing physical distractions.
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p. 10


28.
Which of the following is an example of external organizational communication?

	a.
	An employee performance appraisal

	b.
	A collection letter sent to a customer

	c.
	A report recommending a change in company procedure

	d.
	A memo giving instructions for requesting a change in health benefits


REF:
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29.
Which of the following is an example of an external communication?

	a.
	An accounting report showing the year’s net income

	b.
	A sales letter to a potential customer

	c.
	A memo informing an employee of her new insurance benefits

	d.
	A meeting of all department managers


REF:
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30.
Organizational messages that issue and clarify procedures and policies are examples of

	a.
	informal communication.

	b.
	external communication.

	c.
	multiple input.

	d.
	internal communication.


REF:
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31.
Which of the following is an example of an internal communication?

	a.
	An e-mail message announcing a demonstration of new computer software for employees in the accounting department

	b.
	A proposal to a potential customer

	c.
	A quarterly employee tax report to the government

	d.
	A telephone call to Canada Customs and Revenue Agency


REF:
p. 11


32.
The three basic functions of organizational communication are to

	a.
	inform, entertain, and explain.

	b.
	inform, persuade, and promote goodwill.

	c.
	inform, persuade, and explain.

	d.
	inform, instruct, and entertain.
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33.
A sophisticated communication technology that allows mobile workers to connect to the Internet at ultra fast speeds without cables is known as

	a.
	instant messaging (IM).

	b.
	wireless fidelity (Wi-Fi)

	c.
	company intranets.

	d.
	videoconferencing.


REF:
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34.
Which of the following is accurate regarding cell phones?

	a.
	Cell phones have sensitive microphones making it necessary for users to raise their voices when calling.

	b.
	To be safe, cell phone users should avoid using caller ID while driving.

	c.
	Talking on a cell phone while driving increases the chance of accidents about fourfold.

	d.
	Talking while driving is about as distracting as listening to the radio.


REF:
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35.
Which of the following demonstrates use of an inappropriate communication form?

	a.
	Janine prepares a long memo to explain a complicated new procedure to employees in her unit.

	b.
	A supervisor sends an e-mail message to all employees announcing a company picnic.

	c.
	A manager sends an e-mail message to an employee who is being fired.

	d.
	The lead operator on the assembly line orally lets his boss know of an equipment problem.


REF:
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36.
One major advantage of written communication is that it

	a.
	is easier for most persons to prepare than an oral presentation.

	b.
	provides both verbal and nonverbal feedback.

	c.
	offers immediate feedback.

	d.
	provides a permanent record.


REF:
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37.
One of the most serious problems facing today’s knowledge worker is

	a.
	determining appropriate channels for messages.

	b.
	learning to control information overload.

	c.
	learning to use a word processing program.

	d.
	learning how to send e-mail messages.


REF:
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38.
Debbie returns from a three-day vacation and finds 300 e-mail messages waiting for her. This situation is an example of

	a.
	effective management.

	b.
	e-mail tag.

	c.
	organizational skill.

	d.
	information overload.


REF:
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39.
Which of the following is an example of downward communication?

	a.
	Three supervisors meet to allocate floor space for the new computer system.

	b.
	A supervisor submits a progress report on his department’s current project.

	c.
	An employee suggests a way to improve customer service.

	d.
	A supervisor sends a memo to all division employees detailing the newest procedure for submitting expense account reports.


REF:
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40.
In reengineered companies, management

	a.
	strives to spread important information primarily among company executives.

	b.
	has improved the upward flow of communication through newsletters, announcements, meetings, videos, and company intranets.

	c.
	speaks to middle managers, who then communicate information to team leaders.

	d.
	speaks directly to team leaders, thus speeding up the process.


REF:
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41.
Suggestion systems, reports, and e-mail messages are generally examples of __________ communication.

	a.
	upward

	b.
	downward

	c.
	horizontal

	d.
	diagonal
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p. 16


42.
Which of the following is not an effective way to improve the upward flow of communication in an organization?

	a.
	Ask employees to report customer complaints.

	b.
	Provide a trusting environment that allows employees to share their ideas with management.

	c.
	Offer incentive programs that encourage employees to collect and share valuable feedback.

	d.
	All of the above are effective ways to improve upward communication in an organization.


REF:
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43.
Which of the following is an example of horizontal communication?

	a.
	Three managers meet to discuss allocation of budget for supplies for the coming year.

	b.
	A salesperson submits an expense report.

	c.
	An employee sends an e-mail message to her boss.

	d.
	The human resources manager notifies employees of changes in their dental benefits.


REF:
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44.
Which statement is least accurate?

	a.
	The grapevine can be used by management to transmit official news.

	b.
	Heavy reliance on the grapevine suggests that management is not keeping employees sufficiently informed through formal channels.

	c.
	Management can learn valuable information about employee morale from the grapevine.

	d.
	The grapevine is usually faster and more effective than formal lines of communication.


REF:
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45.
Organizations should

	a.
	rely solely on formal communication channels.

	b.
	try to eliminate the grapevine.

	c.
	use both informal and formal communication channels to encourage an open communication environment.

	d.
	rely on the grapevine to keep employees informed.


REF:
p. 14


46.
Many companies today strive to be ethical because

	a.
	such firms endure less litigation and less government regulation.

	b.
	provincial and federal governments require it.

	c.
	investors demand ethics ahead of profits.

	d.
	their employees are increasingly diverse.


REF:
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47.
Covering up incidents, abusing sick days, lying to a supervisor, and taking credit for a colleague’s ideas are examples of

	a.
	breaking the law.

	b.
	actions necessary to get ahead today.

	c.
	unethical actions.

	d.
	workplace distrust.


REF:
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48.
John takes a break from his regular tasks to play games on his office computer. He tells himself the company owes him the time since he is such a hard worker. John is falling into the

	a.
	ends-justify-the-means trap.

	b.
	self-deception trap.

	c.
	rationalization trap.

	d.
	false necessity trap.


REF:
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49.
Maria, the mother of two small children, has been asked to research the feasibility of starting a company-sponsored child care centre. To be ethical, Maria should

	a.
	include only facts that support her recommendation that the company open a child care centre.

	b.
	survey only parents of young children to gather information for her report.

	c.
	base her recommendations entirely on her own experiences, since she is familiar with child-care issues.

	d.
	objectively present the pros and cons of opening up a child-care centre.
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50.
Which of the following is a fact?

	a.
	Our company’s brand is selling better than the competitor’s because of our lower price.

	b.
	People are buying our product because of our excellent advertising.

	c.
	Our sales have increased 15 percent since we lowered the price of our product.

	d.
	People like the new features of the product and have been buying more of it.


REF:
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51.
Which of the following is a fact?

	a.
	Men prefer war movies, while women prefer romantic comedies.

	b.
	Forty-five percent of the survey’s respondents stated that the company’s health plan was adequate.

	c.
	Hamilton Corporation should increase its advertising by 25 percent this year.

	d.
	Our new line of cosmetics is certain to be successful.


REF:
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52.
Which of the following is an opinion?

	a.
	Sales have increased by 15 percent since we started spending more money on advertising.

	b.
	Twenty-eight percent of the survey’s respondents approved of the new investment plan.

	c.
	Apples are red; lemons are yellow.

	d.
	Customers enjoy shopping at our store because of our friendly service.


REF:
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53.
Many organizations have created  __________ English laws that require businesses to write policies, warranties, and contracts in language comprehensible to average readers.

	a.
	Plain

	b.
	Embellished

	c.
	Bureaucratic

	d.
	Oxymoron


REF:
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54.
Because your department has not reached is sales quota, your boss has asked you to change figures to show that sales were higher than they actually were. Which of the following questions is not important as you decide what to do?

	a.
	Is the action you are considering legal?

	b.
	Are there other alternatives?

	c.
	Can you discuss the problem with someone whose advice you trust?

	d.
	What is the best channel of communication to use in responding to your boss?


REF:
p. 18


