
1 

Copyright © 2021 Pearson Education, Inc. 

Business Communication Today, 15e (Bovee/Thill) 

Chapter 2   Collaboration, Interpersonal Communication, and Business Etiquette 

 

1) Which of the following requires working together to meet complex challenges and is a key 

skill in a wide variety of professions? 

A) Collaboration 

B) Committees 

C) Participative management 

D) Groupthink 

E) Norms 

Answer:  A 

Explanation:  A) Collaboration is working together to meet complex challenges and is a prime 

skill expected in a wide range of professions. It's a virtual guarantee that you will need to 

collaborate in at least some of your work activities. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

2) In participative management, 

A) employees are involved in the company's decision-making. 

B) all top-level managers participate in profit sharing. 

C) teams are discouraged in favor of individual achievement. 

D) an authoritarian management model is used. 

E) all problems are resolved by committee.  

Answer:  A 

Explanation:  A) Participative management's goal is to improve decision-making and efficiency 

by including employees in the decision-making process. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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3) Which of the following is one of the advantages of using cross-functional teams for problem 

solving? 

A) They have a long life span and can become part of the organization. 

B) The diversity of teams and experiences can lead to better decisions. 

C) They can lead to increased participative management. 

D) There can be increased harmony as decisions are simplified. 

E) There will be clearly developed norms and standards of conduct. 

Answer:  B 

Explanation:  B) Problem-solving teams and task forces assemble to resolve specific issues and 

then disband when their goals have been accomplished. Such teams are often cross-functional, 

pulling together people from a variety of departments who have different areas of expertise and 

responsibility. The diversity of opinions and experiences can lead to better decisions, but 

competing interests can lead to tensions that highlight the need for effective communication. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

4) Which of the following is one of the disadvantages of teams? 

A) Protected information and knowledge 

B) Diversity of views 

C) Hidden agendas 

D) Decreased acceptance of a solution 

E) Lower performance levels 

Answer:  C 

Explanation:  C) Some team members may have a hidden agenda—a private, counterproductive 

motive, such as a desire to take control of the group, to undermine someone else on the team, or 

to pursue a business goal that runs counter to the team's mission. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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5) A ________ is a permanent team and typically deals with regularly recurring tasks. 

A) task force 

B) work group 

C) committee 

D) problem-solving team 

E) silo 

Answer:  C 

Explanation:  C) Committees are permanent teams that usually have a long life span and deal 

with regularly recurring tasks. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Application 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

6) Which of the following is an informal standard of conduct shared between group members, 

guiding member behavior? 

A) Groupthink 

B) Agenda 

C) Orientation 

D) Norm 

E) Alliance 

Answer:  D 

Explanation:  D) Productive teams tend to develop clear norms, informal standards of conduct 

that members share and that guide member behavior. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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7) Which type of team member role is most likely to focus on work quality and productivity to 

help a team reach its goals? 

A) Team maintenance 

B) Performing 

C) Self-oriented 

D) Diverting 

E) Task-oriented 

Answer:  E 

Explanation:  E) Task-oriented roles focus on work quality and productivity, getting the team's 

work done on time and on budget. They can include providing technical expertise, suggesting 

new ideas, integrating ideas, and keeping the team on schedule.  

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

8) In addition to functional skills, which of the following does someone who focuses on the 

team-maintenance role provide for a team? 

A) Interpersonal and social aspects of teamwork 

B) Time management skills 

C) Procedure setting 

D) Leadership  

E) Establishing and enforcing roles 

Answer:  A 

Explanation:  A) Team-maintenance roles focus on the interpersonal and social aspects of being 

on a team, such as enforcing team norms, ensuring that everyone's voice can be heard, 

encouraging participation, compromising, and mediating in disputes. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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9) Groupthink refers to 

A) team members supporting decisions they really don't believe in. 

B) the four-step decision-making process in groups. 

C) software programs that help groups make decisions. 

D) the basic rules that underlie a group's behavior and guide the group to make its decisions. 

E) aligning all schedules and meeting arrangements for the group.  

Answer:  A 

Explanation:  A) Groupthink occurs when peer pressure causes individual team members to 

withhold contrary opinions and to go along with decisions they don't really believe in.  

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

10) During which phase of team development do team members discuss their opinions on a topic 

and become assertive in establishing their roles? 

A) Forming 

B) Storming 

C) Norming 

D) Performing 

E) Adjourning 

Answer:  B 

Explanation:  B) In the storming phase, team members begin to discuss their positions and 

become more assertive in establishing their roles. Disagreements and uncertainties are natural in 

this phase. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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11) A hidden agenda refers to 

A) a meeting agenda that is not revealed to others outside the meeting group. 

B) private, counterproductive motives, which are concealed from the rest of the group. 

C) an agenda that members must look for before they can attend a meeting. 

D) an approach to group dynamics that helps facilitate group functioning. 

E) establishing roles within a group.  

Answer:  B 

Explanation:  B) A hidden agenda is a private, counterproductive plan or motives harbored by 

one member of the group but unknown to the rest of the group. An example of a hidden agenda 

would be a team member who conceals his plans to depose the group leader and take over 

leadership of the group. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Discuss the challenges and importance of business communications 

 

12) Which of the following approaches to conflict will allow all sides to satisfy at least part of 

their goals and minimize losses for everyone? 

A) Norming 

B) Maintenance  

C) Win-win 

D) Win-lose 

E) Lose-lose 

Answer:  C 

Explanation:  C) Destructive conflict can lead to win-lose or lose-lose outcomes, in which one or 

both sides lose to the detriment of the entire team. If you approach conflict with the idea that 

both sides can satisfy their goals to at least some extent (a win-win strategy), you can minimize 

losses for everyone. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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13) Which of the following can be used to establish common ground as a method of conflict 

resolution? 

A) Have those involved in the conflict discuss issues on a regular basis. 

B) Encourage members to get feelings out in the open. 

C) Move those who have conflicts to other work of the team.  

D) Determine what everyone agrees on and use that as a foundation for a solution. 

E) Insist on fair outcomes instead of following the rules. 

Answer:  D 

Explanation:  D) Figure out what everyone does agree on, then use that foundation to build a 

solution. For example, if people disagree about the team's goals, dig deeper and find out if they 

agree about the company's overall goals and strategies. If they agree at that level, you can use 

that to launch a discussion about how to shape team goals that support the company's goals. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

14) ________ refers to working together to meet complex challenges. 

A) Professionalism 

B) Collaboration 

C) Groupthink 

D) Psychological safety 

E) Task orientation 

Answer:  B 

Explanation:  B) Collaboration (working together to solve complex problems) is an essential skill 

for knowledge workers in every profession. 

Difficulty:  Easy 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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15) ________ refers to the interactions and processes that take place among the members of a 

team. 

A) Group dynamics 

B) Process reconciliation  

C) Collaboration  

D) Norming 

E) Content management 

Answer:  A 

Explanation:  A) Group dynamics comprise the interactions and processes that take place among 

the members of a team. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

16) ________ are informal standards of conduct that members share and that guide member 

behavior. 

A) Norms 

B) Accommodations 

C) Unified communications 

D) Networks 

E) Workflows 

Answer:  A 

Explanation:  A) Productive teams tend to develop clear norms, which are informal standards of 

conduct that members share and that guide the behavior of the team's members. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

17) Conflict between persons or groups in an organization is always destructive and must be 

avoided at all costs. 

Answer:  FALSE 

Explanation:  Conflict can be constructive or destructive. If conflict serves to bring critical team 

issues and concerns to light, it is considered constructive. If for any reason conflict diverts the 

team from its objectives, it is termed destructive. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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18) Conflict can be a constructive part of teamwork. 

Answer:  TRUE 

Explanation:  Although the term conflict sounds negative, conflict isn't necessarily bad. Conflict 

can be constructive if it forces important issues into the open, increases the involvement of team 

members, and generates creative ideas for solving a problem. 

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

19) Task-orientated roles focus on work quality and productivity and can include technical 

expertise, integrating diverse ideas, and keeping the team on schedule.  

Answer:  TRUE 

Explanation:  Task-oriented roles focus on work quality and productivity, getting the team's 

work done on time and on budget. They can include providing technical expertise, suggesting 

new ideas, integrating diverse ideas, exploring options, and keeping the team on schedule.  

Difficulty:  Moderate 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

20) Briefly explain why the ability to work effectively in teams is so important in business. 

Answer:  Companies look for employees who work well in teams for a number of reasons, but 

primarily because successful teams improve productivity, creativity, employee involvement, and 

even job security. Teams also involve employees in company decision-making through 

participative management. 

Difficulty:  Difficult 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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21) Identify five steps that can be used to overcome the inherent limitations of virtual 

collaboration.  

Answer:  1. Keep teams as small as possible. Virtual teams can run into trouble if their size 

grows past 10 or so people. 2. Use the best collaboration technology available. The tools can 

range from simple text messaging to elaborate collaboration platforms. 3. Clarify the purpose of 

each tool. Make sure that each kind of communication is conveyed via one designated channel. 

4. Take special care with isolated members. If most of the team is co-located and a few members 

are remote, assign responsibility to someone in the local team for keeping remote members in the 

loops. 5. Don't rely solely on written communication. Phone or initiate video chats to maintain a 

more personal connection.  

Difficulty:  Difficult 

LO:  2.1: Describe the characteristics of effective teams, outline five steps for resolving team 

conflict, and offer advice on working in virtual teams. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

22) Which of the following best describes full collaboration within a team? 

A) Working together from planning to final production 

B) Proofreading each other's work 

C) Revising the work of another writer 

D) Providing a general review of the leader's work 

E) Ensuring technical accuracy of a technical writing piece 

Answer:  A 

Explanation:  A) Full collaboration involves working together from planning the message to final 

production. This sort of partnership can bring together a diverse range of talents, insights, and 

experiences.  

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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23) Which of the following should be the focus of constructive feedback? 

A) Ensuring each task is moving as expected 

B) Reviewing the process and outcomes of communication, rather than personal failings 

C) Mapping out how the work will be done 

D) Determining each group members strengths before assigning tasks 

E) Identifying the best tools to use in order to complete the project 

Answer:  B 

Explanation:  B) Collaborative communication often involves giving and receiving feedback 

about writing efforts. Constructive feedback, sometimes called constructive criticism, focuses on 

the process and outcomes of communication, not on the people involved.  

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

24) Which of the following can be used to define how content can be created, edited, and 

published with features such as version control and workflow? 

A) Social networks 

B) Wikis 

C) Content management systems 

D) Virtual communities 

E) Communities of shared practices 

Answer:  C 

Explanation:  C) Content management systems help companies that produce a high volume of 

digital information for both internal and external distribution. These systems often include 

features such as version control and workflow features that define how content can be created, 

edited, and published.  

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Application 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 



12 

Copyright © 2021 Pearson Education, Inc. 

25) Which of the following is one of the benefits of using a wiki for collaborative writing? 

A) Accuracy of material 

B) Workflow features define how content can be created, edited, and published. 

C) Unified communication tools can be integrated. 

D) Anyone with access can add new material and edit existing material. 

E) Files can only be changed with permission. 

Answer:  D 

Explanation:  D) A key benefit of wikis is the freedom to post new or revised material without 

prior approval. Anyone with access can add new material or edit existing material.  

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

26) Which of the following can be used to help teams with scheduling data collections, and other 

routine chores? 

A) Communities of practice 

B) Virtual communities 

C) Change tracking software 

D) Chatbots 

E) Taskbots 

Answer:  E 

Explanation:  E) Taskbots can assist teams with scheduling, data collection, document 

distribution, and other routine chores to give teams more time to focus on work. Some can guide 

online discussions and project update meetings.  

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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27) Which of the following collaboration platforms is used to allow all group members access to 

the same resources and information, often through the use of intranets or extranets? 

A) Virtual offices 

B) Wikis 

C) Clouds 

D) Communities of practice 

E) Unified communications 

Answer:  A 

Explanation:  A) Shared workspaces are online "virtual offices" that give everyone on a team 

access to the same set of resources and information. You may see some of these workspaces 

referred to as intranets (restricted-access websites that are open to employees only) or extranets 

(restricted sites that are available to employees and to outside parties by invitation only). 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

28) When an organization links employees with others who have a similar professional interest, 

what type of network has been developed? 

A) Knowledge organization 

B) Communities of practice 

C) Intranet 

D) Multimedia 

E) Unified 

Answer:  B 

Explanation:  B) Some companies use social networks to form virtual communities or 

communities of practice that link employees with similar professional interests throughout the 

company and sometimes with customers and suppliers as well. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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29) Which of the following is the integration of capabilities such as video conferencing, instant 

messaging, and real-time collaboration software in a single system? 

A) Fixed web collaboration 

B) Cloud computing 

C) Unified communication 

D) Online brainstorming 

E) Social networking 

Answer:  C 

Explanation:  C) An important aspect of mobile collaboration and mobile communication in 

general is unified communication, which integrates such capabilities as voice and video calling, 

voice and video conferencing, instant messaging, and real-time collaboration software into a 

single system. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

30) Which of the following is a type of feedback designed to focus on the process and outcome 

of the communication rather than the people involved? 

A) Unified 

B) Destructive 

C) Parliamentary 

D) Constructive 

E) Content 

Answer:  D 

Explanation:  D) Constructive feedback, sometimes called constructive criticism, focuses on the 

process and outcomes of communication, not on the people involved. 

Difficulty:  Easy 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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31) Which of the following should be the focus of constructive feedback? 

A) Suggested changes 

B) Flaws in the writer's arguments 

C) Providing personal feedback 

D) General behaviors 

E) Controllable behavior  

Answer:  E 

Explanation:  E) The writer may not have control over every variable that affected the quality of 

the message, so focus on those aspects the writer can control. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

32) Writing for websites often involves the use of ________, which organize and control content 

and support teamwork. 

A) wikis 

B) shared workspaces 

C) word processing software 

D) content management systems 

E) chatbots 

Answer:  D 

Explanation:  D) Content management systems organize and control website content and include 

features that help team members work together on webpages and other documents. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Application 

AACSB:  Information technology 

Learning Outcome:  Plan and prepare business messages 
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33) When planning collaborative messages,  

A) determine who will take the lead on each task. 

B) begin by letting all members "do their own thing" and then seeing what they all produce. 

C) let all members use their own preferred software. 

D) make the team as large as possible so that every possible area of expertise will be covered. 

E) assign sections of the research and writing to each group member at the beginning of the 

process.  

Answer:  A 

Explanation:  A) When structuring a collaborative writing project, is it important to make sure 

the projects goals are clear and agreed on, and to map out how the work will be done, including 

who will take the lead on each tasks.  

Difficulty:  Difficult 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Plan and prepare business messages 

 

34) Social networking technologies can help a company create virtual communities of practice 

that 

A) allow employees to develop new workplace skills that replace workgroup messaging systems. 

B) encourage disgruntled employees to share their frustrations. 

C) discourage socializing so that individual employees can get their work done. 

D) link employees to others with similar professional interests throughout the organization. 

E) share information with employees and selected outside parties by invitation only. 

Answer:  D 

Explanation:  D) Some companies use social networking technologies to create virtual 

communities of practice that link employees with similar professional interests throughout a 

company; they sometimes link employees with customers and suppliers, as well. Sites such as 

LinkedIn and Xing link people together in a particular business community. For example, 

professional orchestra musicians may keep in touch with one another and the trends and 

opportunities in their vocation through LinkedIn, monitoring such things as job opportunities, 

concert schedules, and gossip on their virtual community. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Concept 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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35) Which of the following delivers criticism with no guidance to stimulate improvement? 

A) Intuitive feedback 

B) Circular feedback 

C) Open feedback 

D) Destructive feedback 

E) Constructive feedback 

Answer:  D 

Explanation:  D) Constructive feedback focuses on the process and outcomes of communication. 

In contrast, destructive feedback delivers criticism without any information about what went 

wrong or how to improve. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

36) An important aspect of mobile communication in the workplace is ________, which 

integrates voice, video, instant messaging, and real-time collaboration into a single system. 

A) constructive feedback 

B) unified communication 

C) the silo effect 

D) use of wikis 

E) virtual teaming 

Answer:  B 

Explanation:  B) Unified communication, which integrates voice and video calling/conferencing, 

instant messaging, and real-time collaboration software in a single system, can improve response 

times, productivity, and collaboration efforts. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

37) The outcome of collaborative writing is usually inferior to what a single individual can 

produce. 

Answer:  FALSE 

Explanation:  The collective energy and expertise of the various team members can produce 

results that transcend what each individual could do alone. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Plan and prepare business messages 
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38) Mobile devices aren't particularly useful for collaborative writing and other workplace 

communication projects. 

Answer:  FALSE 

Explanation:  Mobile devices add another layer of options for collaborative writing and other 

communication projects, particularly when used with cloud computing. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Concept 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

39) When receiving constructive feedback, you should always defend your work to maintain 

your professional credibility. 

Answer:  FALSE 

Explanation:  When you receive constructive feedback, resist the understandable urge to defend 

your work or deny the validity of the feedback. Good feedback provides a valuable opportunity 

to learn and to improve the quality of your work. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

40) Destructive feedback should focus criticism on the process and outcomes. 

Answer:  FALSE 

Explanation:  Constructive feedback, sometimes called constructive criticism, focuses on the 

process and outcomes of communication, not on the people involved. In contrast, destructive 

feedback delivers criticism with no guidance to stimulate improvement. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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41) Discuss the concept of unified communication as it applies to mobile communication and 

collaboration. 

Answer:  Today's mobile systems can do virtually everything that fixed-web collaboration 

systems can do, from writing on virtual whiteboards to sharing photos, videos, and other 

multimedia files. Therefore, they add another layer of options for collaborative writing and other 

communication projects, particularly when used with cloud computing. Given the flexibility of 

mobile devices, however, an important aspect of mobile collaboration and communication in 

general is unified communication, which integrates such capabilities as voice and video 

calling/conferencing, instant messaging, and real-time collaboration software in a single system. 

By minimizing or eliminating the need to manage multiple communication systems and devices, 

unified communication can improve response times, productivity, and collaboration. 

Difficulty:  Difficult 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

42) What is the advantage of building a unified communication system into a mobile 

collaboration process? 

Answer:  An important aspect of mobile collaboration and mobile communication in general is 

unified communication, which integrates such capabilities as voice and video calling, voice and 

video conferencing, instant messaging, and real-time collaboration software into a single system. 

By minimizing or eliminating the need to manage multiple communication systems and devices, 

unified communication promises to improve response times, productivity, and collaboration 

efforts. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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43) How can mobile devices enhance the collaborative writing and project process? 

Answer:  Mobile devices add another layer of options for collaborative writing and other 

communication projects, particularly when used with cloud computing. Today's mobile systems 

can do virtually everything that fixed-web collaboration systems can do, from writing on virtual 

whiteboards to sharing photos, videos, and other multimedia files. Mobility lets workers 

participate in online brainstorming sessions, seminars, and other formal or informal events from 

wherever they happen to be at the time. This flexibility can be particularly helpful during the 

review and production stages of major projects, when deadlines are looming and decisions and 

revisions need to be made quickly. 

Difficulty:  Difficult 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

44) Discuss the difference between constructive and destructive feedback and include 

suggestions for making feedback more meaningful. 

Answer:  Good feedback provides a valuable opportunity to learn and to improve the quality of 

your work. Constructive feedback, sometimes called constructive criticism, focuses on the 

process and outcomes of communication, not on the people involved. In contrast, destructive 

feedback delivers criticism with no guidance to stimulate improvement. For example, "This 

proposal is a confusing mess, and you failed to convince me of anything" is destructive feedback. 

The goal is to be more constructive: "Your proposal could be more effective with a clearer 

description of the manufacturing process and a well-organized explanation of why the positives 

outweigh the negatives." When giving feedback, avoid personal attacks and give the person clear 

guidelines for improvement. 

Difficulty:  Moderate 

LO:  2.2: Offer guidelines for collaborative communication, explain what it means to give 

constructive feedback, and identify major collaboration technologies. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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45) Which of the following should be defined before shaping the direction and content of a 

meeting? 

A) Best possible results of the meeting 

B) Participants 

C) Venue 

D) Time 

E) Agenda 

Answer:  A 

Explanation:  A) Meetings can focus on exchanging information, reaching decisions, or 

collaborating to solve problems or identify opportunities. Whatever your purpose, define the best 

possible result of the meeting. Use this hoped-for result to shape the direction and content of the 

meeting. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

46) Which of the following is an advantage of distributing a written agenda to meeting 

participants before the meeting takes place? 

A) They will know if their attendance is important.  

B) They will better understand the goals of the meeting. 

C) The discussion is more likely to stay on track.  

D) There will be increased participation among all attendees.  

E) Parliamentary procedures will not need to be used or followed.  

Answer:  B 

Explanation:  B) Distribute a carefully written agenda to participants, giving them enough time 

to prepare as needed. A productive agenda answers three key questions: (1) What do we need to 

do in this meeting to accomplish our goals? (2) What issues will be of greatest importance to all 

participants? (3) What information must be available in order to discuss these issues? 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Critical Thinking 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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47) Which of the following is one of the key responsibilities of a meeting leader? 

A) Offering opinions before allowing others to participate 

B) Reading the agenda at the meeting 

C) Keeping the discussion on track 

D) Limiting participation of members 

E) Taking minutes of the meeting 

Answer:  C 

Explanation:  C) A good meeting draws out the best ideas and information the group has to offer. 

Good leaders occasionally need to guide, mediate, probe, stimulate, summarize, and redirect 

discussions that have gotten off track. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Critical Thinking 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

48) Which of the following procedures can be used to run and maintain order in a formal 

meeting? 

A) Cross-functional 

B) Constructive 

C) Unified 

D) Parliamentary 

E) Fixed 

Answer:  D 

Explanation:  D) The larger the meeting, the more formal you need to be to maintain order. 

Formal meetings use parliamentary procedure, a time-tested method for planning and running 

effective meetings. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Application 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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49) When acting as a leader of a meeting, how can you contribute to the meeting's progress? 

A) Avoid using parliamentary procedures 

B) Offer an opinion prepared on every agenda item 

C) Ask questions often 

D) Demonstrate your knowledge of the subject 

E) Encourage and moderate participation 

Answer:  E 

Explanation:  E) Some people like to think out loud, using discussion to help clarify their own 

thoughts. Others prefer to finalize their thoughts before speaking. Effective meeting leaders need 

to accommodate both styles, in addition to making sure that people who may not feel 

comfortable speaking up or who have been interrupted by more assertive participants have the 

chance to be heard. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Application 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

50) Which of the following is the most important to cover in the close of a meeting? 

A) Remind participants what follow-up work is needed 

B) Use a mobile device to send minute notes 

C) Close out work on unrelated tasks 

D) Parliamentary procedure guidelines 

E) Set the date for the next meeting 

Answer:  A 

Explanation:  A) At the conclusion of the meeting, verify that the objectives have been met or 

arrange for follow-up work, if needed. Summarize the general conclusion of the discussion and 

any actions that need to be taken. Make sure all participants have a chance to clear up any 

misunderstandings. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Application 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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51) Which of the following can be used by participants to verify key ideas and other information 

after the close of a meeting? 

A) Robert's Rules of Order 

B) Meeting minutes 

C) An agenda 

D) Follow-up meetings 

E) Unified procedures  

Answer:  B 

Explanation:  B) The specific format of the minutes is less important than making sure you 

record all the key information, particularly regarding responsibilities that were assigned during 

the meeting. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Critical Thinking 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

52) Which of the following should be a priority when recording meeting minutes? 

A) A list of agenda items 

B) Those who voiced opinions 

C) Key information and assigned responsibilities 

D) Identification of those who did not contribute 

E) Effective use of Robert's Rules of Order 

Answer:  C 

Explanation:  C) The specific format of the minutes is less important than making sure you 

record all the key information, particularly regarding responsibilities that were assigned during 

the meeting. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Application 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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53) When preparing for meetings, which of the following will help improve meeting 

productivity? 

A) Encouraging participation 

B) Putting the meeting results to immediate use 

C) Distributing meeting minutes to participants and other interested parties 

D) Making sure the meeting is necessary 

E) Requiring all attendees to participate fully 

Answer:  D 

Explanation:  D) To improve meeting productivity, the leader should prepare carefully be 

making sure the meeting is necessary, deciding on the purpose, selecting participants carefully, 

and establishing and distributing a clear agenda. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

54) Which of the following is one of the ways to effectively lead and improve meeting 

productivity? 

A) Distribute minutes 

B) Incorporate technology 

C) Require all participants to contribute 

D) Choose the venue and time 

E) Encourage and moderate participation 

Answer:  E 

Explanation:  E) To lead effectively and participate fully in a meeting, keep the meeting on track, 

follow agreed-on rules, encourage and moderate participation, participate actively, don't 

interrupt, use mobile devices respectfully, and close effectively. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Critical Thinking 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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55) Which of the following is one way to put the results of a meeting to effective use? 

A) Make sure the task assignments are clearly communicated 

B) Set an agenda 

C) Keep the meeting on track 

D) Decide the purpose 

E) Encourage participation 

Answer:  A 

Explanation:  A) To put the results of a meeting to effective use, task assignments should be 

clearly communicated and meeting minutes should be distributed to participants and other 

interested parties. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Application 

AACSB:  Reflective thinking 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

56) Which of the following best describes a meeting in which people join in from two or more 

locations with the aid of communication technology? 

A) Real-time communication  

B) Podcast 

C) Mobile 

D) Hologram 

E) Virtual meeting 

Answer:  E 

Explanation:  E) Virtual meetings are meetings in which people join in from two or more 

locations and connect via some form of communication technology. Such meetings are common 

in business today, so it's important to know how to run a virtual meeting and how to get the most 

out of one as a participant. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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57) Which of the following will aid in the effectiveness of a virtual meeting that will cover 

complex topics, have strong emotional components, or require interactive participation? 

A) Holograms 

B) Agendas 

C) Meeting minutes 

D) Podcasts 

E) Video links 

Answer:  E 

Explanation:  E) Teleconferencing is an easy and inexpensive choice that works well for many 

routine meetings. However, if the meeting will cover complex topics, explore issues with a 

strong emotional component, or require brainstorming or other interactive participation, some 

form of video link is highly desirable. Video supports a much wider range of nonverbal 

communication, and the ability to see one another helps new team members form closer bonds in 

less time. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

58) During a virtual meeting, which of the following can be done to minimize noise and other 

distractions? 

A) Ask participants to mute their audio if they are likely to generate distracting noises for any 

reason 

B) Ask each participant if they have questions before moving on to the next agenda item 

C) Ensure all participants have up-to-date versions of all meeting tools 

D) Provide study material to every participant one week before the meeting 

E) Make sure the meeting has a well-defined goal and discourage unrelated tasks 

Answer:  A 

Explanation:  A) Mute your audio input if you need to cough or otherwise make noise. Most 

systems have a microphone icon or mute button you can press. If you type to take notes, make 

sure noise from your keyboard won't distract others. If necessary, mute your audio while typing. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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59) The use of parliamentary procedure 

A) tends to slow meetings down. 

B) contributes to dissent among participants. 

C) helps meetings run more smoothly. 

D) is only useful for meetings with more than a dozen participants. 

E) is required at every meeting. 

Answer:  C 

Explanation:  C) Parliamentary procedure is a tried-and-true method of running a meeting. Using 

parliamentary procedure often eliminates conflicts and minimizes resentment and 

misunderstandings. The advantage of parliamentary procedure is that it is a set of rules that 

everyone understands to be fair so there are no debates about how to resolve issues. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

60) Meetings that are a waste of time are rare in today's business environment. 

Answer:  FALSE 

Explanation:  As useful as meetings can be, they can be unproductive if they aren't planned and 

managed well. You can help ensure productive meetings by preparing carefully, conducting 

meetings efficiently, and using meeting technologies wisely. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Discuss the challenges and importance of business communications 

 

61) Teleconferencing and videoconferencing support a wide range of nonverbal communication. 

Answer:  TRUE 

Explanation:  Teleconferencing is an easy and inexpensive choice that works well for many 

routine meetings. However, if the meeting will cover complex topics, explore issues with a 

strong emotional component, or require brainstorming or other interactive participation, some 

form of video link is highly desirable. Video supports a much wider range of nonverbal 

communication, and the ability to see one another helps new team members form closer bonds in 

less time. 

Difficulty:  Moderate 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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62) Meeting minutes are a summary of important information shared during a meeting and a 

record of decisions made. 

Answer:  TRUE 

Explanation:  The specific format of the minutes is less important than making sure you record 

all the key information, particularly regarding responsibilities that were assigned during the 

meeting. 

Difficulty:  Easy 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Concept 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

63) Discuss four planning tasks when preparing for meetings. 

Answer:  The first step in preparing for a meeting is to make sure the meeting is truly necessary. 

Second, define the meeting's purpose. Meetings can focus on exchanging information, reaching 

decisions, or collaborating to solve problems or identify opportunities. Whatever your purpose, 

define the best possible result of the meeting. Third, select participants for the meeting. The rule 

here is simple: Invite everyone who really needs to be involved, and don't invite anyone who 

doesn't. Fourth, choose the venue and the time. Online meetings are often the best way and 

sometimes the only way to connect people in multiple locations or to reach large audiences. For 

in-person meetings, review the facility and the seating arrangements. Fifth, set the agenda. The 

success of a meeting depends on the preparation of the participants. Distribute a carefully written 

agenda to participants, giving them enough time to prepare as needed A productive agenda 

answers three key questions: (1) What do we need to do in this meeting to accomplish our goals? 

(2) What issues will be of greatest importance to all participants? (3) What information must be 

available in order to discuss these issues? 

Difficulty:  Difficult 

LO:  2.3: List the key steps needed to ensure productive meetings. 

Skill:  Synthesis 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

64) Which of the following is the goal of content listening? 

A) To evaluate information 

B) To judge speaking style 

C) To identify limitations in the communication 

D) To understand and retain information 

E) To understand the feelings of the speaker 

Answer:  D 

Explanation:  D) The primary goal of content listening is to understand and retain the 

information in the speaker's message. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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65) Which of the following is one of the goals of critical listening? 

A) To understand the information 

B) To retain the information of the speaker's message 

C) To determine level of expertise 

D) To understand the speaker's feelings and needs 

E) To evaluate the strength of the evidence presented 

Answer:  E 

Explanation:  E) The goal of critical listening is to understand and evaluate the meaning of the 

speaker's message on several levels: the logic of the argument, the strength of the evidence, the 

validity of the conclusions, the implications of the message, the speaker's intentions and motives, 

and the omission of any important or relevant points. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

66) What type of listening is best used to understand the speaker's feelings and point of view? 

A) Empathic 

B) Content 

C) Critical 

D) Active 

E) Passive 

Answer:  A 

Explanation:  A) The goal of empathic listening is to understand the speaker's feelings, needs, 

and wants so that you can appreciate his or her point of view, regardless of whether you share 

that perspective. Importantly, this style of listening gives the other person the freedom to share 

without fear of being judged or evaluated.  

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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67) Which listening style is being used when making a conscious effort to engage with others 

and turn off internal filters and biases in order to better understand what the speaker is saying?  

A) Persuasive 

B) Active 

C) Defensive 

D) Idle 

E) Ambient 

Answer:  B 

Explanation:  B) Active listening is making a conscious effort to engage with other people and to 

turn off your internal filters and biases in order to truly hear and understand what they are saying. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

68) Which of the following is an outcome of selective attention? 

A) Listening with increased attention  

B) Extensive questions 

C) Molding messages to fit personal beliefs 

D) Focusing more intently on the speaker 

E) Providing meaningful nonverbal feedback 

Answer:  C 

Explanation:  C) Selective attention and perceptual biases can lead listeners to mold messages to 

fit their own beliefs and conceptual frameworks. Listeners sometimes make up their minds 

before hearing the speaker's full message, or they engage in defensive listening—protecting their 

egos by tuning out anything that doesn't confirm their beliefs or their view of themselves. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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69) Which of the following is a technique used by effective listeners to improve the active 

listening process? 

A) Passive listening 

B) Taking as few notes as possible 

C) Using the same style in all situations 

D) Staying focused on the speaker and content 

E) Identifying stylistic differences 

Answer:  D 

Explanation:  D) Effective listeners stay focused on the speaker and the content instead of letting 

their minds wander and becoming easily distracted or working on unrelated tasks. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

70) Which of the following can be used to improve listening skills? 

A) Interrupt when you do not understand 

B) Minimize eye contact to avoid unnerving the speaker 

C) Multitask to keep your mind active 

D) Avoid nonverbal feedback 

E) Ignore stylistic differences and focus on the message 

Answer:  E 

Explanation:  E) An effective listener ignores stylistic differences and focuses on the speaker's 

message. They do not get distracted by or unduly influenced by stylistic differences and avoid 

being judgmental. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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71) Which of the following takes place when listeners tune out anything that doesn't confirm 

their beliefs or their views of themselves?  

A) Defensive listening 

B) Emphatic listening 

C) Content listening 

D) Critical listening 

E) Active listening 

Answer:  A 

Explanation:  A) Listeners sometimes make up their minds before fully hearing the speaker's 

message, or they engage in defensive listening to protect their egos by tuning out anything that 

doesn't confirm their beliefs or their view of themselves. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

72) Which of the following can help when trying to store information in long-term memory? 

A) Use passive listening techniques 

B) Categorize new information into logical groups 

C) Overlook stylistic differences 

D) Make distinctions between main points and supporting details 

E) Look for opportunities to learn 

Answer:  B 

Explanation:  B) To store information in long-term memory, associate new information with 

something closely related and categorize the new information into logical groups (such as 

alphabetizing a list of names). 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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73) Which of the following creates a unique challenge to the listening process?  

A) Flawed recall 

B) Individual listening styles 

C) Listeners have to work to retain information. 

D) Information is evaluated in terms of logical arguments. 

E) Conversation is consumed as it is created. 

Answer:  E 

Explanation:  E) Conversation is consumed as it is created; you can't scroll back in time like you 

can with written communication. 

Difficulty:  Difficult 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

74) The most important point to understand about listening is that it is a passive process.  

Answer:  FALSE 

Explanation:  The most important point to understand about listening is that to be effective, it 

must be an active process. Listening well requires energy, effort, and attention. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Concept 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

75) The goal of empathic listening is to solve the speaker's problem. 

Answer:  FALSE 

Explanation:  The goal for empathic listening is to let the speaker know that his or her concerns 

are being heard and appreciated. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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76) Discuss the five elements of active listening.  

Answer:  First, have an open and positive state of mind. Effective listening begins with putting 

yourself in the right frame of mind, which requires a conscious commitment to the other person 

and to the time you will be spending. Second, use active engagement. As the discussion moves 

along, commit to staying engaged, which requires consciously managing your behaviors, 

thoughts, and emotions. Remember that your brain has excess processing capacity while you're 

listening, and it will wander off and find new things to think about if you let it. Third, have a 

respect for silence. Don't automatically speak at the first moment of silence. Sometimes silence 

is an important part of the conversation. The other person might be collecting his or her thoughts 

or looking for a clearer way to express something. Fourth, increase your nonverbal awareness. 

One of the advantages of oral communication over written formats is the ability to see what isn't 

being said in the form of nonverbal signals. These include hand gestures, facial expressions, 

posture, eye contact, and so on. Fifth, use thoughtful note-taking. If the information you are 

likely to receive is important, write it down. Don't rely on your memory. Chances are you will 

forget or confuse important details. 

Difficulty:  Moderate 

LO:  2.4: Explain why listening is such a complex communication process, and describe three 

steps to becoming a better listener. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

77) Which of the following is defined as the process of sending and receiving information 

without using written or spoken language? 

A) Listening 

B) Etiquette 

C) Focus 

D) Nonverbal communication 

E) Virtual communication 

Answer:  D 

Explanation:  D) Nonverbal communication is the interpersonal process of sending and receiving 

information, both intentionally and unintentionally, without using written or spoken language. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Concept 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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78) Which of these is the primary vehicle for expressing the intensity of feelings and conveys 

emotions? 

A) Time and space 

B) Slouching 

C) Personal appearance 

D) Touch 

E) Facial expression 

Answer:  E 

Explanation:  E) Your face is the primary vehicle for expressing your emotions; it reveals both 

the type and the intensity of your feelings. Your eyes are especially effective for indicating 

attention and interest, influencing others, regulating interaction, and establishing dominance. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

79) How can a communicator intentionally convey a specific message using vocal 

characteristics? 

A) Controlling pitch, pace, and stress 

B) Adapting their style to match those whom they wish to impress 

C) Supporting the message with touch that conveys warmth and reassurance 

D) Asserting authority and implying intimacy 

E) Demonstrating their own importance or disregard for others 

Answer:  A 

Explanation:  A) Voice carries both intentional and unintentional messages. A speaker can 

intentionally control pitch, pace, and stress to convey a specific message. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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80) You can create a stronger nonverbal impression by adopting the style of people you want to 

impress through ________, which can include grooming, clothing, accessories, and hairstyles.  

A) facial expressions  

B) eye contact 

C) personal appearance 

D) vocal characteristics 

E) posture 

Answer:  C 

Explanation:  C) People respond to others on the basis of their physical appearance, sometimes 

fairly and other times unfairly. To make a good impression, adopt the style of the people you 

want to impress. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

81) Which of the following is one way to improve your understanding of nonverbal 

communication? 

A) Separate nonverbal signals from the communication process 

B) Avoid replacing words with cues 

C) Avoid physical touch if warmth and understanding needs to be displayed 

D) Communicate at a time that works best for you 

E) Watch for cues from gestures and posture 

Answer:  E 

Explanation:  E) Cues from gestures and posture help to indicate underlying thoughts and 

feelings. Paying attention to nonverbal cues will make you a better speaker and a better listener. 

When you're talking, be conscious of the nonverbal cues you are sending, and use them to 

reinforce your spoken message. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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82) Which of the following nonverbal cues is being displayed when a group member arrives 

promptly to a meeting as a show of respect? 

A) Time and space 

B) Personal appearance 

C) Vocal characteristics 

D) Gestures and postures 

E) Facial expression 

Answer:  A 

Explanation:  A) Like touch, time and space can be used to assert authority, imply intimacy, and 

send other nonverbal messages. For instance, some people try to demonstrate their own 

importance or disregard for others by making other people wait; others show respect by being on 

time. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

83) Body movement can send an unintentional message based on which nonverbal cue? 

A) Facial expression 

B) Gesture and posture 

C) Vocal characteristics 

D) Personal appearance 

E) Time and space 

Answer:  B 

Explanation:  B) Some types of body movement are unintentional and express more general 

messages. Slouching, leaning forward, fidgeting, and walking briskly are all unconscious signals 

that can reveal whether you feel confident or nervous, friendly or hostile, assertive or passive, 

powerful or powerless. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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84) How can nonverbal signals weaken a message? 

A) By matching the spoken word 

B) By repeating the spoken word 

C) By replacing the spoken word 

D) By contradicting the spoken word 

E) By adding emphasis to the spoken word 

Answer:  D 

Explanation:  D) Nonverbal signals play a vital role in communication because they can 

strengthen or repeat a verbal message (when the nonverbal signals match the spoken words), 

weaken or contradict a verbal message (when nonverbal signals don't match the words), or 

replace words entirely. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Concept 

AACSB:  Diverse and multicultural work environments 

Learning Outcome:  Describe the opportunities and challenges of communicating in a diverse 

world 

 

85) People are often judged based on the way they dress, so adopt the style of the people you 

want to impress to send a positive nonverbal message. 

Answer:  TRUE 

Explanation:  People respond to others on the basis of their physical appearance, sometimes 

fairly and other times unfairly. To make a good impression, adopt the style of the people you 

want to impress.  

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

86) List the six general categories of nonverbal communication. 

Answer:  The general categories of nonverbal communication include (1) facial expression, (2) 

gesture and posture, (3) vocal characteristics, (4) personal appearance, (5) touch, and (6) use of 

time and space 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe the opportunities and challenges of communicating in a diverse 

world 
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87) If you are new to a company, what is the best way to use personal appearance to make a 

positive impression in that organization? 

Answer:  Although an individual's body type and facial features define appearance to a large 

degree, you can control grooming, clothing, accessories, piercings, tattoos, and hairstyle. To 

make a good impression, adopt the style of the people you want to impress. Employers differ 

widely in their expectations of personal appearance, so make sure you are aware of your 

company's dress code, if it has one. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Concept 

AACSB:  Diverse and multicultural work environments 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

88) Describe nonverbal communication and its role in communication.  

Answer:  Nonverbal communication is the process of sending and receiving information, both 

intentionally and unintentionally, without using language. Nonverbal signals play a vital role in 

communication because they can strengthen or repeat a verbal message (when the nonverbal 

signals match the spoken words), weaken or contradict a verbal message (when nonverbal 

signals don't match the words), or replace words entirely. Nonverbal signals aren't limited to 

your facial expressions, gestures, and other personal behaviors. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Concept 

AACSB:  Interpersonal relations and teamwork 

Learning Outcome:  Describe the opportunities and challenges of communicating in a diverse 

world 

 

89) Discuss how to use nonverbal communications effectively.  

Answer:  Paying attention to nonverbal cues will make you a better speaker and a better listener. 

When you're talking, be more conscious of the nonverbal cues you could be sending. Also 

consider the nonverbal signals you send when you're not talking—the clothes you wear, the way 

you sit, the way you walk. Whether or not you think it is fair to be judged on superficial matters, 

the truth is that you are judged this way. Don't let careless choices or disrespectful habits 

undermine all the great work you're doing on the job. When you listen, be sure to pay attention to 

the speaker's nonverbal cues. 

Difficulty:  Moderate 

LO:  2.5: Explain the importance of nonverbal communication, and identify six major categories 

of nonverbal expression. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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90) Which of the following can be defined as the expected norms of behavior in any situation? 

A) Listening  

B) Style 

C) Nonverbal skills 

D) Etiquette 

E) Cues 

Answer:  D 

Explanation:  D) A vital element of audience-centered communication is etiquette, the expected 

norms of behavior in any situation. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Concept 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

91) Because phone calls lack the visual richness of face-to-face conversations, which of the 

following can be used to convey professionalism and interest in a phone conversation? 

A) Speak loudly  

B) Leave detailed voicemail messages 

C) End calls with promptness and clarity 

D) Be direct and to-the-point when you call someone 

E) Be conscious of how your voice sounds 

Answer:  E 

Explanation:  E) Don't speak in a monotone; vary your pitch and inflections so people know 

you're interested. Slow down when conversing with people whose native language isn't the same 

as yours. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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92) Which of the following is an important etiquette guideline when you are representing your 

company online? 

A) Only use personal attacks on blog postings and social media sites. 

B) Strongly state your opinions so they sound like facts. 

C) Use texting style whenever possible to keep messages short and to the point. 

D) Assume corporate networks are private. 

E) Stay focused on the original topic; if you need to change the subject, start a new message 

thread. 

Answer:  E 

Explanation:  E) Stay focused on the original topic. If you want to change the subject of an email 

exchange, a forum discussion, or a blog comment thread, start a new message. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

93) Which of the following would be appropriate to wear in a business-casual work 

environment? 

A) Shorts, sandals, and tank tops 

B) Nice jeans with button-up shirts 

C) Coordinated suits with jackets 

D) Conservative tailored suits in dark colors 

E) Dress slacks or skirts with button up shirts or blouses 

Answer:  E 

Explanation:  E) The business casual style is adopted in more relaxed offices in a variety of 

industries and professions. In general, it means slacks or skirts, with nice-looking button-up 

shirts, blouses, and sweaters. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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94) Which of the following indicates why personal appearance sends strong signals about levels 

of professionalism and etiquette in the workplace?  

A) Personal appearance sends strong signals of respect for a culture that is bigger than you. 

B) Professional personal appearance makes it more acceptable to interrupt people in 

conversations or in meetings. 

C) Professional personal appearance encourages others to knock before entering offices and 

cubicles.  

D) Personal appearance can encourage, or discourage, gossip. 

E) Professional personal appearance decreases the need to show up to work or meetings on time.  

Answer:  A 

Explanation:  A) Although it isn't always thought of as an element of etiquette, your personal 

appearance in the workplace sends a strong signal to managers, colleagues, and customers. This 

isn't a question of mindlessly conforming or surrendering your individuality; it's a question of 

showing respect for an organizational culture that is bigger than you. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

95) When working with people from other cultures, which of the following is the most important 

step you can take to ensure proper etiquette in social settings? 

A) Don't shake hands unless invited to 

B) Introduce yourself with a humorous comment 

C) Explain your role in the organization 

D) Learn some basic aspects of the customs of the other culture ahead of time 

E) Invite the group to dinner and cocktails to learn more about each other 

Answer:  D 

Explanation:  D) Get to know the customs of other cultures when it comes to meeting new 

people. For example, in North America, a firm handshake is expected when two people meet, 

whereas a respectful bow of the head is more appropriate in Japan. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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96) When leaving a voicemail message, which of these should you be sure to include? 

A) The times you can be reached 

B) Detail questions or instruction 

C) Who else you are calling 

D) A list of all issues that need to be covered 

E) A specific date and time when you will try to call again 

Answer:  A 

Explanation:  A) Unless voicemail is the only choice, consider leaving a message through other 

means, such as text messaging or email. If you do leave a voicemail message, make it as brief as 

possible. Leave your name, number, reason for calling, and times you can be reached. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

97) Which of the following is an example of a way to increase the clarity of communication and 

display courtesy when ending a business call? 

A) Indicate that the follow up will be complicated 

B) Make an appointment to continue the phone call at a later date 

C) Close with a personal comment about your working relationship 

D) Suggest that a voice mail is as effective as a conversation and saves time 

E) Double-check vital information such as meeting times and dates 

Answer:  E 

Explanation:  E) End calls with courtesy and clarity. Close in a friendly, positive manner and 

double-check all vital information such as meeting times and dates. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 
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98) Which of the following steps should be taken when you have an important or complicated 

message to deliver by phone? 

A) Plan what you want to say before calling. 

B) Establish the needs of the person you are calling. 

C) Leave a detailed voice message describing when you will call and what the discussion will be 

about. 

D) Be courteous. 

E) Be short and to the point, with more detailed information sent electronically. 

Answer:  A 

Explanation:  A) For important or complicated conversations, plan what you want to say before 

calling. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Critical Thinking 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

99) The habits you exhibit while using your mobile device show your attitude toward the people 

around you. 

Answer:  TRUE 

Explanation:  Like every other aspect of communication, your mobile device habits say a lot 

about how much respect you have for the people around you. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Concept 

AACSB:  Information technology 

Learning Outcome:  Describe best practices in team and interpersonal communication 

 

100) Discuss etiquette rules that should always be followed when doing business online. 

Answer:  Avoid personal attacks and stay focused on the original topic. Don't present opinions as 

facts and support facts with evidence. Basic expectations of spelling, punctuation, and 

capitalization should be followed. Virus protection should be used and kept up to date. 

Additionally, use difficult-to-break passwords on email, Twitter, and other accounts. Ask if this 

is a good time for an IM chat and avoid multitasking while using IM and other tools. Watch your 

language and keep your emotions under control. Never assume privacy and don't use "Reply All" 

in email unless everyone can benefit from your reply. Respect boundaries of time and virtual 

space. Don't waste others' time with sloppy, confusing, or incomplete messages. Lastly, be 

careful of online commenting mechanisms. 

Difficulty:  Moderate 

LO:  2.6: Explain the importance of business etiquette, and identify five key areas in which good 

etiquette is essential. 

Skill:  Application 

AACSB:  Written and oral communication 

Learning Outcome:  Describe best practices in team and interpersonal communication 


