Introduction to Business Management Exam Review: 

· Do not forget to read the chapters before studying the questions presented in class;
· You can expect 70 questions (MCQ) for the final. 
· No short or long answer Questions!
· Exam will be at Sports Complex (SCS) from 7pm to 9pm
· Exam will be on Wednesday, December 12th, 2012 


Chapter 8:

1. What are the key functions of setting objectives?

Answer: Organizational objectives are the end states or targets that managers aim for while plans are the means by which managers hope to hit the desired targets. 

2. Define strategic plans.

Answer: Strategic plans focus on the broad future of the organization and incorporate both external environmental demands and internal resources into the actions managers need to take to achieve the long-term goals of the organization.

3. What are the key elements of operational plans?

Answer: 
· Operational plans translate tactical plans into specific goals and actions for small units of organization and focus on the near term
· The near term is typically 12 months or less
· These plans are the least complex of the three and rarely have a direct impact beyond the department or unit for which the plan was developed 

4. What are the key issues that managers at the corporate level focus on relative to planning?

Answer: Corporate level executives would primarily focus on questions such as the following:

- What industries would we get into or out of?
- What markets should the firm be in?
- In which businesses should the corporation invest in money?

5. What type of plans do people at the business level primarily undertake?

Answer: At this level, managers focus on determining how they are going to complete effectively in the market

6. Why is forecasting critical to the planning process?

Answer: Forecasts are or can be made about virtually every critical element in the environment that managers believe could affect the organization or their area of responsibility 

7. What is benchmarking and what role does it play in planning?

Answer:
· Benchmarking is the investigation of the best result among competitors and non-competitors and the practices that lead to those results
· In terms of results, managers might assess competitors that have the highest revenue to employee ratio as a means of assessing productivity
· For example, managers would then compare their own revenue to employee ratio to get an idea of where they stood relative to competitors 
· If he asks for a definition then just write the bold but if he says explain then write everything 

8. Why is determining the priority of objectives important?

Answer:
· Not all objectives are of equal importance or value
· Furthermore, some objectives might be important now and less important later
· Without a clear understand of which objectives are most important and temporal priorities, employees may be working at odds with each other or create unnecessary conflicts 

9. What is the difference between defining requirements and assessing resources in the planning process?

Answer:
· In determining resources, managers are determining the key drivers of specific goals/plans;
· This determines what is needed
· Assessing resources involves determining how much of a resource is needed 

10. How can a Gantt chart facilitate the sequence and timing issues in planning?

Answer:
· The chart shows when actions are to be started and how long they are expected to take for completion
· It shows which actions are first, second or last in the process;
· And whether a preceding actions must be completed before a subsequent one can be started 
· Or whether there is expected overlap in the timing of specific actions 

11. What are the seven elements in the planning process?

Answer:
· The seven elements in the planning process include
· Analyze the environment
· Set objectives
· Determining requirements 
· Assessing resources
· Develop action plans
· Implement plans
· Monitor outcomes 

12. How can budgeting be used as a planning tool?

Answer: Budgets are used to quantify and allocate resources to specific activities 

13. What are the five key elements in effective goal setting?

Answer:
· Effective goals are specific
· Measured 
· Agreed
· Realistic
· Time bound 

14. What is the role of MBO in strategy formulation and implementation?

Answer:
· With MBO, specific goals are set
· Participation by subordinates in setting their goals tends to lead to difficult but achievable goals
· In addition the goals need to be accepted by subordinates
· Goal acceptance has a positive impact on both motivation to perform and actual performance
· Participation by subordinates in the goal-setting process increases goal acceptance
· Subordinates performance improves according to the quality of feedback given to subordinates 


Chapter 9:

15. Define organizational structure.  

Answer: Organizational structure can be defined as the sum of the ways an organization divides its labor into distinct tasks and then coordinates them.  

16. What is the main purpose of organizational charts?

Answer: Organizational charts illustrate relationships among units and lines of authority among supervisors and subordinates through the use of labeled boxes and connecting lines.

17. What are the key advantages and disadvantages of the functional structure?

Answer: 
Strengths
· Small to medium-sized firms with limited product diversification
· Specialization of functional knowledge
· Less duplication of functional resources
· Facilitates coordination within functional areas
Weaknesses
· Weak coordination across functional groups
· Restricted view of overall organizational goals
· Limits customer attention 
· Slower response to market changes
· Burdens chief executives with decisions involving multiple functions

18. What are the key advantages and disadvantages of the product structure?

Answer:

Strengths
· More focus on products and customers
· Easier to evaluate performance of the product (profit)
· Product responsiveness to market changes
· Less burden on the top executive in making operating decisions

Weaknesses
· Duplication and lack of economies of scale 
· Problems for customers purchasing across multiple product groups
· Conflicts between product group and corporate objectives
· Conflict between product groups



19. How is line of authority different from chain of command?

Answer: Line of authority essentially specifies who reports to whom in the organization.

20. What are the key pros and cons for both centralization and decentralization in organizational structure?

Answer:
· Centralized organizations restrict decision making to fewer individuals, usually at the top of the organization. 
· Decentralized organizations tend to push decision-making authority down to the lowest level possible.

21. What are the critical elements of an organization’s internal and external environments that a manager should assess in considering a new organizational structure?

Answer:
· In designing organizations, managers face the challenge of capturing both specialization and integration advantages. 
· A key factor in determining the match between the environment and organizational structure is environmental uncertainty.

22. What role does information play in the context of organizational uncertainty?

Answer:
· Information can play a critical role in organizational uncertainty from a number of perspectives.  
· Information or a lack of it can impact product creation and production, supplier and customer communication, technology, and competitor intent.

23. What are some of the key warning signs of a poor structure-environment fit?

Answer:
· One of the first warning signs is decision makers’ inability to anticipate problems.  
· Another key warning sign is an increase in conflict that prevents effective implementation.  
· There may also be signs at the individual level.
*Note: There are three, which are inability to anticipate problems, increase in conflict, and signs at the individual level (meaning when you get hired you have a conflict with the costumers but they are not good in the field but rather the office) can be moved around to certain positions

Chapter 10:

24. Define culture:

Answer: Culture is a learned set of assumptions, values, and behaviors that have been accepted as successful enough to be passed on to newcomers 

25. Describe the three levels of culture

Answer: Culture consists of three distinct but related levels…
· Artifacts are visible manifestations of a culture such as its art, clothing, food, architecture, and customs
· Values are the enduring beliefs that specific conduct or end states are personally or socially preferred to others
· Assumptions are beliefs about fundamental aspects of life 
26. Describe the six basic assumptions. 

Answer: Different groups make assumptions about humanity relationships to the…
· Environment
· Human nature
· Human relationships
· Human activity
· Truth and reality
· Time 

27. What are the key differences between theory X and theory Y managers?

Answer:
· Theory X managers assume that the average human being has an inherent dislike for work and will avoid it if possible
· Theory Y mangers assume that work is as natural as play or rest 

28. What is a subculture?

Answer: A subculture is a part of a culture in which values are deeply held but not widely shared 

29. What strategies can managers use to create or change culture?

Answer: There are at least 5 critical strategies for effectively managing organizational culture…
· One way to create or change cultures to select individual whose assumptions, values and behaviors already match those that you desire
· Even if selection is not perfect, congruent cultural values can be introduced and reinforced new hires through socialization
· In addition, employee evaluation reinforces culture
· Further, rewards and compensation may be among the most powerful means of signaling what the organization values and reinforces desired behaviors in newcomers
· Organizational culture is also created and reinforced culture is also created and reinforced through a variety of symbols 


30. What are the key differences between high and low context culture? How do they affect managerial behavior? 
Answer: 
· In high context culture, people pay close attention to the situation and its various elements
· Key contextual variables are used to determine appropriate and inappropriate behavior
· In low context cultures, contextual variables have much less impact on the determination of appropriate behaviors
· In other words, in low-context cultures the situation may or may not make a difference in what is considered appropriate behavior but
· In high context culture the context makes all the difference









Chapter 12+:

31. What are the sources of Motivation?

Answer:

	Internal Forces 
(Push forces) 
	
	External Forces
(Pull forces)

	Characteristics of THE INDIVIDUAL
Examples:
	Characteristics of THE JOB

Examples: 
	Characteristics of
THE WORK SITUATION
Examples:

	Needs:
· For security
· For self-esteem
· For achievement
· For power
	Feedback:
· Amount
· Timing

	Immediate Social Environment:
· Supervisor(s)
· Workgroup members
· Subordinates


	Attitudes:
· About self
· About job
· About supervisor
· About organization

	Work Load Tasks:
· Variety
· Scope

	Organizational actions:
· Rewards & compensation
· Availability of training
· Pressure for high levels of output


	Goals:
· Task completion
· Performance level
· Career advancement

	Discretion:
· How job is performed

	



32. What are the five needs arranged in a hierarchy of strength and influence?

Answer:

· Physiological
· Security (safety)
· Social (belongingness)
· Esteem
· Self-actualization
· Satisfy most basic (proponent) needs first
· Move to the next level of needs after preceding needs are satisfied

33. What are the three classifications of needs? 

Answer:
· Existence
· Relatedness
· Growth
· Different levels of the needs can be active at the same time
· Person may revert to focusing on a level, if frustrated by trying to attain the next higher level




34. What are the Two-Factor Theory of Content Theories of Motivation?

Answer:
Motivators
· Can increase job satisfaction
· Factors related to doing the job (work itself, responsibility, personal growth, sense of achievement, recognition)
Hygiene factors
· Can prevent dissatisfaction, but cannot increase satisfaction
· Factors extrinsic to or surrounding the job (supervision, relations with co-workers, working conditions, company policies and practices)

*Note: That is a model for how these factors relate to one another and ultimately to higher employee motivation and performance.

35. What are the Core Job Characteristics? 

Answer:

	Core Job Characteristics
	Definition 
	Examples 

	Autonomy
	The degree to which a job provides substantial freedom, independence, and discretion to the individual in scheduling the work and in determining the procedures to be used in carrying it out.
	R&D scientists are linked via the company intranet, allowing them to post their ideas, ask questions, and propose solutions at any hour of the day, whether at the office, at home, or on the road.

	Feedback from job
	The degree to which carrying out the work activities required by the job provides the individual with direct and clear information about the effectiveness of his or her performance.
	The lathe operator knows he is cutting his pieces correctly, as very few are rejected by the workers in the next production area.


	Skill variety

	The degree to which a job requires a variety of different activities in carrying out the work, involving the use of a number of different skills and talents of the person.

	The aerospace engineer must be able to create blueprints, calculate tolerances, provide leadership to the work group, and give presentations to upper management.


	Ask identity

	The degree to which a job requires completion of a “whole” and identifiable piece of work, that is, doing a job from beginning to end with a viable outcome.
	The event manager handles all the plans for the annual executive retreat, attends the retreat, and receives information on its success from the participants.


	Task significance

	The degree to which a job has a substantial impact on lives of other people, whether those people are in the immediate organization orinthe world atlarge
	The finance manager devises a new benefits plan to improve health coverage for all employees.



36. What are the processes of motivation? 

Answer:

· Equity theory: focuses on individuals’ comparisons of their own circumstances to those of others
· Inputs (effort, experience, education, etc.)
· Outcomes (salary, benefits, titles, perks, etc.)
· Ratios of an individual’s input/outcome versus that ratio of another person or people

· Expectancy theory: To influence employees’ motivation
· Identify rewards that are valued
·  Strengthen subordinates’ beliefs that their efforts will lead to valued rewards
·  Clarify subordinates’ understanding of exactly where they should direct their efforts
·  Make sure that the desired rewards under your control are given directly following particular levels of performance
· Provide levels and amounts of rewards that are consistent with a realistic level of expected rewards

· Social cognitive theory: A person’s confidence that he or she can accomplish a given task in a specific situation
· Magnitude (how difficult a task can be accomplished)
· Strength (certainty of accomplishment),
· Generality (extent to which similar but not identical tasks can be accomplished).
· High self-efficacy beliefs are associated with better work-related performance

· Goal-setting theory: Human action is directed by conscious goals and intentions
· More challenging (higher or harder) goals, if accepted, result in higher levels of effort than easier goals.
·  Specific goals result in higher levels of effort than vague goals.

37. What are the four events that happen to an individual following a particular behavior? Four aspects of reinforcement theory that are obvious in relation to motivation.

Answer:

· Positive consequence
· Neutral consequence
· Negative consequence
· Magnitude of the consequence











38. What are the Reinforcement Approaches? 

Answer:

	Reinforcement Approaches 
	Managerial Actions 
	Effect
	Examples

	Positive
Reinforcement
	Provide desirable consequence
	Increase probability of behavior being repeated
	Highway construction supervisor receives bonus for each day a project is completed ahead of schedule.

	Negative Reinforcement
	Remove undesirable consequence
	Increase probability of behavior being repeated
	Management stops raising output quotas each time workers exceed them.

	Punishment 
	Provide undesirable consequence
	Decrease probability of behavior being repeated
	Habitually tardy crewmember is fined the equivalent of one hour’s pay each day he is late to work.

	Extinction 
	Remove desirable consequence
	Decrease probability of behavior being repeated
	Group member stops making unsolicited suggestions when team leader no longer mentions them in group meetings.




39. What are the Social Influences on Motivation?

Answer:
· Influence of the immediate workgroup
· Individual is a member of the “in-group”
· Individual has strong desire to be part of that group and to receive that group’s approval
· Influence of supervisors and subordinates
· Influence of organization’s culture

40. What is Strategic leadership?

Answer:
· Thinking and acting strategically while working with others to create a viable future for the organization
· Anticipate events (analyze the external environment)
· Envision the organization’s future (analyze the internal resources and develop a vision for the organization or some unit within it)
· Remain flexible in order to adapt to conditions as they change 







41. What Is Leadership?

Answer:

· Organizational leadership 
· Social influence process
· Attempts to influence other people in attaining some goal
· Positions labeled as management or supervision have more opportunities to exercise influence
· Effective leadership
· Influence that assists a group or an organization in meeting its goals and objectives and performing successfully
· Enabling behavior
· Helps other people accomplish more than if there had been no such leadership 

42. What are the Types and Sources of Power?

Answer:

· Position power
· Based on a manager's rank in an organizational structure
· Given to the manager by superiors 
· Personal power
· Based on a person's individual characteristics
· Stay with the individual regardless of his or her position in the organizational structure
	Position Power
	Personal Power

	Legitimate: How much authority does the organization give to your position?
	Expert: Do you have knowledge that others need?

	Reward: Are you able to give others the rewards they want?
	Referent: Do others respect you and want to be like you?

	Coercive: Are you able to punish others or withhold rewards?
	




43. What are the five leader traits?

Answer:
· Leaders’ traits
· Drive: Achievement, ambition, energy, tenacity, initiative
· Motivation to lead: Desire to influence others, comfortable using power
· Honesty/Integrity: Trustworthy, open, forthright
· Self-confidence: Set high goals for self and others, optimistic about overcoming obstacles (if taken to extreme, can lead to arrogance and sense of infallibility)
· Emotional maturity: Even tempered, calm under stress, unself-centered, nondefensive

44.  What is Charismatic leadership? 

Answer: 
· Charismatic leadership
· Charisma is a strong form of referent power
· Influence is based on individual inspirational qualities rather than formal power
· Followers or subordinates identify with charismatic leaders because of these exceptional qualities
45. What is a Transformational leader? 

Answer: 
· Transformational leaders
· Leaders empower and coach followers
· Followers identify with the leader
· Motivate followers (to)
· Ignore self-interest
· Work for the larger good of the organization
· Achieve significant accomplishments
· Make major changes

46. What is transactional leadership? 

Answer:
· Transactional leadership
· More passive
· Emphasizes exchange of rewards or benefits for compliance with leader’s requests
· Appeals to followers’ self-interests to motivate their performance

*Note: Transformational leaders intrinsically motivate followers to accept needed organizational changes, whereas transactional leadership is more about using contingent rewards for motivating followers.

47. What are the Guidelines for Transformational Leadership?

Answer: 
· Develop a clear and appealing vision
·  Develop a strategy for attaining the vision
·  Articulate and promote the vision
·  Act confident and optimistic
·  Express confidence in followers
·  Use early success in small steps to build confidence
·  Celebrate successes
·  Use dramatic, symbolic actions to emphasize key values
·  Lead by example

Chapter 13:

48. What is the Basic Model of Communication?

Answer:
· Communication: the process of transferring information, meaning, and understanding from sender to receiver
· Encoding: the act of constructing a message
· Medium: the mode or form of transmission of a message
· Decoding: the act of interpreting a message
· Noise: potential interference with the transmission or decoding of a message







49. What are the advantages and disadvantages of mode of communication?

Answer:

	Verbal Mode (Language to convey meaning)
	Nonverbal mode 

	Examples 
	Oral
- Conversation
- Speeches
- Telephone calls
- Videoconferences

Written
- Letters
- Memos
- Reports
- E-mail
- Fax
	- Dress
- Speech intonation
- Gestures
- Facial expressions


	Advantages
	Oral
- Vivid
- Stimulating
- Commands attention
- Difficult to ignore
- Flexible
- Adaptive

Written
- Decreased misinterpretation
- Precise
	- Effectiveness of communication increases with congruence to oral presentation
- Can emphasize meaning


	Disadvantages 
	Oral
- Transitory
- Subject to misinterpretation

Written
- Precision loss in translation
- Inflexible
- Easier to ignore
	- Meanings of nonverbal communication not universal





50. What are the Organizational characteristics that affect communication? 

Answer:
· Composed of individuals and groups
· Oriented toward goals
· Differentiated functions
· Intended coordination
· Continuity through time

51. What are the directions of communication?

Answer:

Downward communication: messages sent from higher organizational levels to lower levels
Upward communication: messages sent from lower organizational levels to higher levels
Lateral communication: messages sent across essentially equivalent levels of an organization
*Note: know the difference between upward and downward communication 
52.  What are the channels of communication?

Answer:
· Formal communication channels
· Specify individuals responsible for tasks
· Specify individuals responsible for communicating information above and below them
· Indicate persons (positions) to whom work-related messages should be sent
· Informal communication channels	
· Tend to operate laterally more than vertically
· Move information quite rapidly
· Carry both work-related and non work information

Formal communication channels routes that are authorized, planned and regulated by the organization and that are directly connected to its official structure
Informal communication channels: routes that are not pre-specified by the organization but that develop through typical and customary activities of people at work

53. What are the patterns of formal and informal communication channels?

Answer:

	Formal communication channel
	Informal communication channel 

	· Authorized, planned, and regulated by the organization
· Reflect the organization’s formal structure
· Define who has responsibility for information dissemination and indicate the proper recipients of work-related information
· May be modified by the organization
· Minor to severe consequences for ignoring them
	· Develop through interpersonal activities of organization members
· Not specified by the organization
· May be short-lived or long-lasting
· Are more often lateral than vertical
· Information flow can be very fast
· Used for both work-related and nonwork information




54. What is networking? 

Answer:

· Networking: A process of developing regular patterns of communication with particular individuals or groups to send and receive information
· Can be a significant advantage to a manager
· Can be an source of important information, both formal and informal, that might otherwise have taken longer to obtain
· Easier to access and influence others in established networks 










55.  What are the barriers of communication?

	Level
	Origin of barrier 
	Affects communication between

	Interpersonal
	- Selective perception
- Frame of reference
- Individual differences
- Emotion
- Language
- Nonverbal cues

	-Individual or groups 

	Organizational
	- Hierarchical (barriers resulting from formal structure)
- Functional (barriers resulting from differences between functional departments)

	- Individuals and/or groups within an organization
- Individuals and/or groups in different organizations


	Cultural 
	- Language
- High/low-context culture
- Stereotyping
- Ethnocentrism
- Cultural distance

	- Individuals or groups in different organizations with different national cultures
- Individuals or groups from different organizational cultures
- Individuals or groups form diverse cultural backgrounds within an organization




*Note: 
Selective perception: the process of screening out some parts of an intended message because they contradict our beliefs or desires
Frames of reference: existing sets of attitudes that provide quick ways of interpreting complex messages

57. What are the differences between high and low context culture?

Answer:

	High-Context Cultures

	Low-Context Cultures

	· More and greater adjustments in messages
· Rank of receiver will probably affect message and medium
· Nonverbal communication cues may be very important
· Medium may be as important as message

	· Fewer and smaller adjustments in messages
· Rank of receiver may or may not affect message or medium
· Nonverbal communication cues not as important
· Message is more important than medium










58. What are the three Cross-Cultural Barriers?

Answer: 
· Ethnocentrism: The belief in the superiority and importance of one’s own group
· Stereotyping: The tendency to oversimplify and generalize about groups of people
· Cultural distance: The overall difference between two cultures’ basic characteristics such as language, level of economic development, and traditions and customs

59. How do you improve your listening skills?

Answer:
· Be more open-minded
· Develop empathy
· Listen actively
· Observe nonverbal cues

60. How do you improve your sending skills?

Answer:
· Simplify the language
· Organize the writing
· Understand the audience
· What is the direction of the communication?
· Does the receiver have any expectations concerning this communication?
· Is the communication formal or informal?
· Does the receiver have preferences for certain channels of communication?

61. How do you improve your organization level? 

Answer:
· Gatekeepers
· Individuals at the communication interface between separate organizations or different units within an organization
· Increase formal communication
· Replace some face-to-face communication with electronic communication
· Develop communication networks
· Create centralized office to manage communication activities 

62. What is negotiation and what are the two types?

Answer:
· Negotiation
· Process of conferring to arrive at an agreement between different parties, each with their own interests and preferences
· Two types of negotiation activities
· Day-to-day activities of the manager’s organizational unit
· Part of a formally appointed negotiating team representing unit or organization








63. What are the three principal variables that generally determine the outcome of negotiations? 

Answer:
· People
     - Listening skills
           - Orientation toward people
           - High self-esteem
           - Influence in the home organization
· Situation
- Location
             - Physical arrangements
             - Emphasis on speed and time
             - Composition of the negotiating teams
· Negotiation process

64. What are the 5 stages of in the negotiation process? 

Answer:
Stage One: Planning and preparation
· Advance planning and analysis
· Background research
· Gathering of relevant information
· Planning of strategies and tactics
· Setting objectives
· Predetermining possible concessions
Stage Two: Relationship building between negotiation parties
· Developing trust
· Developing personal rapport
· Establishing long-term association
Stage Three: Information exchange
· Learning about the needs and demands of the other set of negotiators
· Acquiring and exchanging other information
Stage Four: Persuasion attempts
· American managers treat as the most important stage
· Mixture of approaches
· Assertive and straightforward 
· Warnings or threats
· Calculated delays
Stage Five: Concessions/Agreement
· Permit each party to take away something of value
· American managers tend to have less leeway for concessions
· Some use normative appeals such as “it’s your obligation”
[bookmark: _GoBack]Chapter 15:

65. What are the strategic Roles of HRM?

Answer:
· Firm’s ability to survive and prosper is increasingly a function of the human resources they have.
· Managers’ career success depends on how well they manage their firms’ resources.

66. What are the two HRM activity/goals?

Answer:
· Two main HRM goals
1. Getting the right people.
- HRM activities must be aligned with corporate strategy.
2. Maximizing their performance and potential.
· Success or failure of either goal can influence the success or failure of the other.

67. What is HRM Activity’s Getting the Right People?

Answer: 
· Planning
· Forecasting demand
· Assessing supply
· Formulating fulfillment plans
· Job analysis (assessing the job)
· Scope and depth of jobs
· Requisite skills, abilities, and knowledge that people need to perform their jobs successfully
· Job description
· Job specification
*Note: Job analysis determination of the scope and depth of jobs and the requisite skills, abilities, and knowledge that people need to perform their jobs successfully.
Job description: a list of duties and capabilities required for the job. Typically, this leads to a… Job specification: a statement that describes the skills, experience, and education that a candidate should have to perform the job.

· Recruiting
       - Job posting
· Internal recruiting method
· Job, its pay, level, description, and qualifications are posted or announced to current employees
            - Advertisements
            - Employment agencies
            - Employee referrals
            - School placement centers
            - Internet recruiting
· Selecting
· Valid selection technique
· Interviews
· Unstructured
· Structured
· Work sampling
· Assessment centers
· Work simulation
· Written tests
· Background and reference checks
· Physical examinations

68. What are the Tips for Interviewees?

Answer:
·  Prepare for the interview by researching the company through articles and its own Web site.
· Smile and provide a warm greeting and firm handshake if the interviewer extends his or her hand.
· Make sure that your overall appearance (hair style, clothing, makeup, and so on) match the nature of the business and culture of the company.
· Watch your nonverbal behavior to ensure that you maintain good eye contact and convey enthusiasm without being overly expressive with your hands or other body movements.
· Try to solicit the interviewer’s needs early in the interview.
· Early in the interview be sure to get a complete picture of the job through questions such as “Can you tell about what has led people to succeed in this job in the past?”
· Explicitly relate yourself and capabilities to the interviewer’s needs through statements such as, “You mentioned that one of the keys to this position is the ability to motivate others. In my experience at XYZ. . . .”
· Take your time before answering; you do not need to begin talking the instant the interviewer asks a question.
· Conclude the interview by thanking the person for the opportunity and expressing your interest in the company and the position.

69. What is HRM Activity’s Maximizing Performance?

Answer: 

· Socialization and training
· Orientation
· Minimize paperwork
· Informal meeting with new hire’s immediate supervisor
· Alternate heavy and lighter information
· Provide glossary of terms unique to organization
· Match new employees with experienced worker
· On-the-job training
· Off-the-job training
· Training objectives
· Job design
            - Job sharing
                  - Reengineering
· Performance appraisal
    - Graphic rating scales
                 - Behaviorally anchored rating scales
                 - 360-degree feedback
                 - Effective performance feedback
                 - Critical incidents
*Note: 
Job design: the structuring or restructuring of key job components
Job sharing: situation in which two people share the same job by each working part-time
Reengineering: fundamental rethinking and radical redesign of business processes to achieve dramatic improvements in critical, contemporary measures of performance, such as cost, quality, service, or speed
Graphic rating scale: typically lists a set of qualities on which the employee is evaluated. The level of performance on each of these items is then rated in terms of a graduated scale (e.g. 1-5)
Behaviorally anchored rating scales (BARS): a performance appraisal system in which the rater places detailed employee characteristics on a rating scale
360-degree feedback: performance appraisal system in which information is gathered from supervisors, co-workers, subordinates, and sometimes suppliers and customers
Critical incidents: recording of specific incidents in which the employee’s behaviour and performance were above or below expectations

· Compensation
· Pay
· Pay structure
· Broad band system
· At-risk system
· Incentive plans
· Benefits
· Rewards and motivation
*Note: 
Pay structure: a range of pay for a particular position or classification of positions
Broad band systems: pay structures in which the range of pay is large and covers a wide variety of jobs
At-risk compensation: pay that varies depending on specified conditions, including the profitability of the company; hitting particular budget, revenue, or cost savings targets for a unit; or meeting specified individual performance targets
Incentive plans: systems that tie some compensation to performance
Cafeteria-style plans: benefit plans in which employees have a set number of “benefit dollars” that they can use to purchase benefits that fit their particular needs

70.  What are the Training Objectives?

Answer: 
· Understanding correct and incorrect behaviors
- Knowledge of why certain behaviors are correct or incorrect
- Opportunities to practice desired behaviors
- Feedback on performance
- Opportunities to practice and improve

71. What to do at the end of a meeting?

Answer:
· Leave the meeting on an encouraging and positive note
· Review work objectives
· Summarize overall performance (critical incidents)
· Discuss causes of poor performance
· Agree on process for future improvement
· Discuss alternatives for improving
· Objectives for next performance period
· End with encouragement
Chapter 16,17,18:

72. What is sustainable competitive?

Answer:

A) Broad description of the firm’s objectives and scope of its activities
B) Tool used to evaluate marketing performance
C) Something the firm can consistently do better than
73. Which of the following refers to a group that responds similarly to a firm’s marketing efforts?

Answer:

A) Segment
B) Following the leader
C) Targeting
D) Positioning 

74. One of the keys in place and value delivery is to provide the consumer _________?

Answer:

A) A wide product selection
B) Merchandise they want at the times they wants it
C) Variety of media communication methods
D) Accessible management personnel to handle complaints 

75. Which of the following is not considered a marketing growth strategy?

Answer:

A) Market penetration
B) Diversification
C) Product development 
D) Sequential planning


76.  A diversification strategy introduces a new product or service to a market segment that ___________.

Answer:

A) Is currently not served
B) Includes many ethnicities
C) Already exists
D) Does not traditionally respond to mixed media

77. Which of the following research methods gathers qualitative data about initial reactions to a new existing product or service, opinions about different competitive offerings, or reactions to market stimuli?

Answer: 

A) Focus groups
B) In depth interviews
C) Projective research
D) All of these are correct 





78. Consumers can spend considerable time searching for both specialty and shopping goods or services; the difference lies in __________.

Answer:

A) The amount of time they have
B) The amount of money they have budgeted 
C) The psychological risk
D) The kind of search 


79. Decision heuristics are _______ that help a consumer narrow down his or her choices.

Answer:

A) Mental shortcuts
B) Breathing exercises
C) Logical steps
D) Compensatory decision rules 

80. What type of buying decision requires the least amount of time and effort?

Answer:

A) Variety seeking buying behavior
B) Habitual buying behavior
C) Complex buying behavior
D) Dissonance reducing buying behavior 

81. What psychological factor is a need or wants that is strong enough to cause the person to seek satisfaction?

Answer:

A) Learning
B) Perception
C) Motive
D) Attitude 

82. Which of the following is a way in which reference groups might provide information to consumers?

A) Leading by example
B) Indirectly, through observation
C) Contacting the seller 
D) Web research








Ronnie’s questions for the final

83.  According to Ronnie what are the key success factors in business management?

Answer:

KFS in BM are…
1. Always arrive on time, be punctual
2. Respond immediately
3. Deliver on time or let the person you’ll be late 
4. Know what you don’t know
5. Always sell the dream first 
6. Never burn bridges 
7. Define what’s best for the clients, what are their needs and wants then work for it 
8. Define what are the employees needs and wants then work for it 
9. One of the best attitudes with partners is 1. Listen 2. Make a promise and 3. Deliver it 
10. Respect the laws, the rules and be ethical 
11. Always tell the dream first while you are talking to someone or negotiate with the other party
12. Define the success you are looking for in your professional life and your personal life then identify a balance between both of them 



84. How to succeed in business management?

Answer:

      1. Identify an industry where you feel that you will be better than the average people; 
               -Focus on this industry, read on it, research on it, and talk about it 
      2. Identify what comes naturally as a skill
         - Pick a skills niche then get specialized in this area of skills
3. Find your target (in general), work for it
4. Entertain your network 



































Definitions:

· Career paths: sets and sequences of positions and experiences
· Cross-functional job rotation: opportunities for employees to work in different functional areas and gain additional expertise
· Dual-career couples: couples in which both partners work full-time in professional, managerial, or administrative jobs
· Affirmative action programs: hiring and training programs intended to correct past inequalities for certain categories of people based on gender, race and ethnicity, age, or religion
· Expatriate employees: employees sent overseas on temporary assignments of three to five years 
· Glass ceiling: an invisible barrier that prevents women from promotion to the highest executive ranks
· Bona fide occupational qualifications (BFOQ): qualifications that have a direct and material impact on job performance and outcomes
· Business reasons that justify effective management of workforce diversity, given in the text, include the following:
· Need to attract enough capable workers to meet turnover and growth demands of the business.
· Enhanced creativity and innovation when solving problems.
· Knowledge and understanding of the diverse marketplace and customers.
· The textbook described problems faced by diverse workgroups as:
· Communication problems and misunderstandings.
· Mistrust.
· Conflict and incompatible approaches to resolving the conflict.
· Lower group cohesiveness and greater subgroup formation based on elements of diversity such as language, race, or gender.
· Advice given to managers in the textbook included:
· Know yourself. How much exposure have you had to people with different ethnic, racial, religious, educational, or cultural backgrounds from your own? How tolerant and understanding of the differences have you been? How comfortable were you? How curious were you?
· Prepare yourself and your employees. How skilled are you and your employees at listening, conflict resolution, negotiation, and communication?
· Provide support. To what extent are there support groups for employees with minority backgrounds to keep them from feeling unappreciated and wanting to leave the organization? To what extent do minority employees have mentors who can help them understand and become an effective part of the organization?
· Guide behavior. To what extent do you monitor the behavior of your subordinates and peers? How consistent are you in providing positive reinforcement of behaviors that foster tolerance of and effective use of diversity? To what extent do you privately provide negative feedback to individuals who display intolerance or other problem behaviors?
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