Chapter 01 The Exceptional Manager: What You Do, How You Do It Answer Key

 

True / False Questions
 
	1.
	Virginia Rometty, CEO of IBM, believes that her success is due in part to her ability to take risks. 
 
TRUE
The ability to take risks, to embrace change and to keep going forward despite fears and internal criticism, is important to any manager's survival, regardless of gender. As Rometty says, "Growth and comfort do not coexist."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	2.
	Exceptional managers have a gift that cannot be taught. 
 
FALSE
Being an exceptional manager is not exactly a gift, like a musician having perfect pitch. In good part it may be an art. Fortunately, it is one that is teachable.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	3.
	Management includes integrating the work of people through planning, organizing, leading, and controlling the organization's resources. 
 
TRUE
Management is defined as (1) the pursuit of organizational goals efficiently and effectively by (2) integrating the work of people through (3) planning, organizing, leading, and controlling the organization's resources.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	4.
	To be efficient in management means to use resources wisely and cost effectively. 
 
TRUE
Efficiency is the means of attaining the organization's goals. To be efficient means to use resources like people, money, and raw materials wisely and cost effectively.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	5.
	Efficiency and effectiveness are terms used interchangeably and equivalently in management. 
 
FALSE
To be efficient means to use resources like people, money, and raw materials wisely and cost effectively. To be effective means to achieve results, to make the right decisions, and to successfully carry them out so they achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	6.
	Automated telephone systems are typically both very effective and very efficient. 
 
FALSE
We're accustomed to having our calls to companies for information and customer support answered not by people but by automated answering systems. This arrangement is efficient for the companies, since they no longer need as many employees to answer the phones. But it's not effective if it leaves us, the customers, fuming and less inclined to continue doing business.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	7.
	An effective manager has a multiplier effect on the organization, meaning his or her influence is multiplied beyond the results achievable by just one person. 
 
TRUE
In being a manager you have a multiplier effect: your influence on the organization is multiplied far beyond the results that can be achieved by just one person acting alone.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	8.
	John Hammergren's compensation of $145 million in 2010 as CEO of health care technology firm McKesson is typical for CEOs in North America today. 
 
FALSE
The business press frequently reports on the astronomical earnings of top chief executive officers. The top earner was John Hammergren of health care technologies company McKesson, who led the list that year with $145 million. However, this kind of huge payday isn't common. Median compensation for top-ranked CEOs in North America in 2010 was $9 million.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	9.
	Studying management is likely to help you once you are in a manager role, but is unlikely to be beneficial before then. 
 
FALSE
There are several benefits of studying management that you can use before being a manager. You will better understand how to deal with organizations from the outside, how to relate to your supervisors, how to interact with co-workers, and how to manage yourself in the workplace.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	10.
	One of the payoffs of studying management is an improved understanding of how to deal with organizations as a customer. 
 
TRUE
Studying management is likely to help you understand how to deal with organizations from the outside. Since we all are in constant interaction with all kinds of organizations, it helps to understand how they work and how the people in them make decisions. Such knowledge may give you some defensive skills that you can use in dealing with organizations as a customer or investor.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	11.
	One of the rewards of being a manager is that you can build a catalog of successful products or services. 
 
TRUE
There are many rewards, apart from those of money and status, to being a manager. One of these is that you can build a catalog of successful products or services. Every product or service you provide becomes a monument to your accomplishments.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	12.
	If you enjoy mentoring and helping others to grow, management is a great job. 
 
TRUE
According to productivity-improvement expert Odette Pollar, "If you truly like people and enjoy mentoring and helping others to grow and thrive, management is a great job."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	13.
	Most people prefer to have a combination of a high level of skill and low level of challenge while at work. 
 
FALSE
The ideal state that many people seek is an emotional zone somewhere between boredom and anxiety, in the view of psychologist Mihaly Csikzentmihalyi. Boredom, he says, may arise because skills and challenges are mismatched: You are exercising your high level of skill in a job with a low level of challenge, such as licking envelopes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	14.
	Organizations can gain a competitive advantage by matching their competition in terms of quality, responsiveness, and efficiency. 
 
FALSE
The first challenge of a manager is to manage for competitive advantage. This means an organization must stay ahead in four areas: (1) being responsive to customers, (2) innovation, (3) quality, and (4) efficiency.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	15.
	The decline in revenue in the newspaper industry is due to a sharp drop in the number of people reading American newspapers. 
 
FALSE
American newspapers are more widely read than ever before, with 105.5 million unique visitors a month in 2011 versus 60 million four years earlier. The problem: Many people aren't paying for news; they're getting it free online.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	16.
	When managing for competitive advantage, the first "law" of business is "take care of the shareholders." 
 
FALSE
Responsiveness to the customer is part of managing for competitive advantage. Here, the first law of business is: Take care of the customer. Without customers, whatever they might be called, sooner or later there will be no organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	17.
	Taking care of the customer applies equally well to nonprofit and for-profit businesses. 
 
TRUE
Nonprofit organizations are well advised to be responsive to their "customers," too, whether they're called citizens, members, students, patients, voters, rate-payers, or whatever, since they are the justification for the organizations' existence.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	18.
	In business, innovation is defined as finding ways to deliver new or better goods or services. 
 
TRUE
Finding ways to deliver new or better goods or services is called innovation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	19.
	Whereas a generation ago organizations rewarded employees for their efficiency, today the emphasis is on length of service. 
 
FALSE
A generation ago, organizations rewarded employees for their length of service. Today, however, the emphasis is on efficiency: Companies strive to produce goods or services as quickly as possible using as few employees (and raw materials) as possible.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	20.
	Despite continued immigration, the proportion of racial or ethnic groups in the United States is expected to be stable well into the next century. 
 
FALSE
Today nearly one in six American workers is foreign-born, the highest proportion since the 1920s. But greater changes are yet to come. By mid-century, the mix of American racial or ethnic groups will change considerably, with the United States becoming half (54%) racial or ethnic minority.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	21.
	When he or she does not speak the local language, a manager should rely on gestures and symbols since their consistency of meaning provides a form of universal communication throughout the world. 
 
FALSE
Gestures and symbols don't have the same meaning to everyone throughout the world. For example, in Greece the hand-waving gesture commonly used in America for goodbye is considered an insult.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	22.
	The Internet is a global network of independently operating but interconnected computers, linking hundreds of thousands of smaller networks around the world. 
 
TRUE
The Internet is the global network of independently operating but interconnected computers, linking hundreds of thousands of smaller networks around the world.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	23.
	The buying and selling of goods or services over computer networks is known as e-exchange. 
 
FALSE
E-commerce, or electronic commerce, is the buying and selling of goods or services over computer networks.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	24.
	One reason e-business is so important is that the Internet dramatically lowers the cost of communication. 
 
TRUE
Information technology has facilitated e-business, using the Internet to facilitate every aspect of running a business. As one article puts it, "at bottom, the Internet is a tool that dramatically lowers the cost of communication. That means it can radically alter any industry or activity that depends heavily on the flow of information."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	25.
	Text messages and documents transmitted over a computer network are called cyber-messages. 
 
FALSE
E-mail is the term for text messages and documents transmitted over a computer network.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	26.
	Project management software allows managers to plan and schedule the people, costs, and resources to complete a project on time. 
 
TRUE
Project management software is a program for planning and scheduling the people, costs, and resources to complete a project on time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	27.
	A problem typically associated with interconnected databases on the Internet is the potential to overwhelm employees with too much information. 
 
TRUE
The Internet, with its huge, interconnected databases made up of computerized collections of interrelated files, can overwhelm us with information, much of it useful, much of it not.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	28.
	One advantage of e-business is that organizations and teams are no longer as bound by time zones and locations. 
 
TRUE
With computers and telecommunications technology, organizations and teams become "virtual"; they are no longer as bound by time zones and locations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	29.
	Viral staffing is the term used to describe working from home or remote locations using a variety of information technologies. 
 
FALSE
Telecommuting is working from home or remote locations using a variety of information technologies.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	30.
	Meetings that are conducted via telecommuting use video and audio links along with computers to let people in different locations see, hear, and talk with one another. 
 
FALSE
Meetings may be conducted via videoconferencing, using video and audio links along with computers to let people in different locations see, hear, and talk with one another.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	31.
	Collaborative computing involves using state-of-the-art computer software and hardware to help people work better together. 
 
TRUE
Collaborative computing, using state-of-the-art computer software and hardware, will help people work better together.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	32.
	Integration management is the implementation of systems and practices to increase the sharing of knowledge and information throughout an organization. 
 
FALSE
Knowledge management is the implementing of systems and practices to increase the sharing of knowledge and information throughout an organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	33.
	In recent years, white-collar crime in the United States has become very rare. 
 
FALSE
Bernard Madoff is but one of a long list of famous business scoundrels of the early 21st century. Not since sociologist Edwin Sutherland invented the term white-collar crime in the 1930s have so many top-level executives been hauled into court as during recent years.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	34.
	The Josephson Institute suggests a TEAM (Teach, Enforce, Advocate, Model) approach for parents to encourage good financial habits in children. 
 
FALSE
The Josephson Institute suggests that parents can take a TEAM (Teach, Enforce, Advocate, Model) approach to help children learn the importance of honesty.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	35.
	Unsustainable business practices have resulted from an often accepted but untrue notion that natural resources are limitless. 
 
TRUE
Our economic system has brought prosperity, but it has also led to unsustainable business practices because it has assumed that natural resources are limitless, which they are not.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	36.
	Having to attend too many meetings or feeling a lack of respect are typical reasons that some people don't find being a manager fulfilling. 
 
TRUE
Many people simply don't find being a manager fulfilling. They may complain that they have to go to too many meetings, that they can't do enough for their employees, that they are caught in the middle between bosses and subordinates. They may feel, at a time when Dilbert cartoons have created such an unflattering portrayal of managers, that they lack respect.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	37.
	One's experience in management remains very insulated from the company's culture. 
 
FALSE
Productivity-improvement expert Odette Pollar points out that "one's experience in management is greatly affected by the company's culture." Culture, or style, is indeed an important matter, because it affects your happiness within an organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	38.
	The "management process" is sometimes called the "four management functions." 
 
TRUE
The management process can also be called the four management functions: planning, organizing, leading, and controlling.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 1 Easy
Topic: What Managers Do: The Four Principal Functions
 



	39.
	When Barrett, a college administrator, is determining which of several degree programs his campus will offer, he is involved in the management function of controlling. 
 
FALSE
Planning is defined as setting goals and deciding how to achieve them. A college is established for the purpose of educating students, and its present managers, or administrators, must decide the best way to accomplish this. For example, they must ask which of several possible degree programs should be offered.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	40.
	Organizing is the arranging of tasks, people, and other resources to accomplish work. 
 
TRUE
Organizing is defined as arranging tasks, people, and other resources to accomplish the work.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 1 Easy
Topic: What Managers Do: The Four Principal Functions
 



	41.
	When Carla revises the waitstaff schedule at her restaurant to have more personnel available during the newly busy breakfast rush, she is engaged in organizing. 
 
TRUE
Organizing is defined as arranging tasks, people, and other resources to accomplish the work.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	42.
	When Shannon reviews reports and determines that she has four underperforming salespeople with whom she will need to talk, she is performing the controlling managerial function. 
 
TRUE
Controlling is defined as monitoring performance, comparing it with goals, and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	43.
	When a manager is motivating others to work hard to achieve the organization's goals, she is engaged in the management function of leading. 
 
TRUE
Leading is defined as motivating, directing, and otherwise influencing people to work hard to achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 1 Easy
Topic: What Managers Do: The Four Principal Functions
 



	44.
	Tucker recently attended a dinner for the new CEO. He came away feeling very excited and anxious to do his part to help the company achieve its goals. In this instance, the CEO was performing the management function known as planning. 
 
FALSE
Leading is defined as motivating, directing, and otherwise influencing people to work hard to achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	45.
	According to Peter Drucker, "knowledge workers" have very little technical skill. 
 
FALSE
The workplace of the future may resemble a symphony orchestra, famed management theorist Peter Drucker said. Employees, especially so-called knowledge workers, those who have a great deal of technical skills, can be compared to concert musicians. Their managers can be seen as conductors.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 2 Medium
Topic: Pyramid Power: Levels and Areas of Management
 



	46.
	The traditional organizational model is most often represented by a funnel shape. 
 
FALSE
The traditional organizational model is pyramid-like, where one leader sits at the top, with layers of managers beneath.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 2 Medium
Topic: Pyramid Power: Levels and Areas of Management
 



	47.
	There are managers at three levels of an organization: top, middle, and first-line. 
 
TRUE
Managers of an organization may be classified into three levels: top, middle, and first-line.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 1 Easy
Topic: Pyramid Power: Levels and Areas of Management
 



	48.
	First-line managers make long-term decisions about the overall direction of the organization and establish the objectives, policies, and strategies for it. 
 
FALSE
Top managers make long-term decisions about the overall direction of the organization and establish the objectives, policies, and strategies for it.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 1 Easy
Topic: Pyramid Power: Levels and Areas of Management
 



	49.
	Mingjin is a branch manager in Albuquerque who reports to the CEO in Denver and to whom three other managers at her facility report, so she would be termed a middle manager. 
 
TRUE
Middle managers implement the policies and plans of the top managers above them and supervise and coordinate the activities of the first-line managers below them. In the for-profit world, the titles may be "division head," "plant manager," and "branch sales manager."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 3 Hard
Topic: Pyramid Power: Levels and Areas of Management
 



	50.
	A first-line manager directs the daily tasks of nonmanagerial personnel. 
 
TRUE
Following the plans of middle and top managers, first-line managers make short-term operating decisions, directing the daily tasks of nonmanagerial personnel.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 1 Easy
Topic: Pyramid Power: Levels and Areas of Management
 



	51.
	A vice president of production is a general manager. 
 
FALSE
If your title is vice president of production, director of finance, or administrator for human resources, you are a functional manager. A functional manager is responsible for just one organizational activity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 2 Medium
Topic: Pyramid Power: Levels and Areas of Management
 



	52.
	A general manager typically oversees several departments within an organization. 
 
TRUE
A general manager may oversee several departments, such as production and finance and human resources. A general manager is responsible for several organizational activities.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 2 Medium
Topic: Pyramid Power: Levels and Areas of Management
 



	53.
	The main purpose of a nonprofit organization is to offer services to some clients. 
 
TRUE
Nonprofit organizations' main purpose is to offer services to some clients, not to make a profit.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 1 Easy
Topic: Pyramid Power: Levels and Areas of Management
 



	54.
	According to Mintzberg's research, managers rely more on verbal than on written communication because of the time it takes to accomplish the latter. 
 
TRUE
A manager relies more on verbal than on written communication. Writing letters, memos, and reports takes time. Most managers in Mintzberg's research tended to get and transmit information through telephone conversations and meetings.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 2 Medium
Topic: Roles Managers Must Play Successfully
 



	55.
	Since the 1960s research conducted by Mintzberg, the typical general manager has reduced her work week to the traditional 40 hours. 
 
FALSE
According to Mintzberg's research, long hours at work are standard, with 50 hours being typical and up to 90 hours not unheard of. Since then, a 1999 survey by John P. Kotter of the Harvard Business School found that the general managers he studied worked just under 60 hours per week.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 2 Medium
Topic: Roles Managers Must Play Successfully
 



	56.
	Most managers require lengthy, uninterrupted periods during the regular workday to accomplish their work and make themselves unavailable to subordinates to create them. 
 
FALSE
The executive's work time has been characterized as "the interrupt-driven day" and many managers, such as the late Mary Kay Ash, head of the Mary Kay Cosmetics company, get up as early as 5 a.m. so that they will have a quiet period in which to work undisturbed.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 2 Medium
Topic: Roles Managers Must Play Successfully
 



	57.
	Time and task management are major challenges for every manager. 
 
TRUE
It is clear from Mintzberg's work that both time and task management are major challenges for every manager.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 2 Medium
Topic: Roles Managers Must Play Successfully
 



	58.
	According to Mintzberg, the three broad types of managerial roles include interpersonal, analytical, and critical. 
 
FALSE
From his observations and other research, Mintzberg concluded that managers play three broad types of roles or "organized sets of behavior": interpersonal, informational, and decisional.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 1 Easy
Topic: Roles Managers Must Play Successfully
 



	59.
	Good executive functioning includes heavy multitasking and answering every e-mail nearly instantly. 
 
FALSE
Executive functioning includes the ability to focus your thoughts, control your impulses, and avoid distractions. You can drive yourself crazy trying to multitask and answer every e-mail message instantly. Or you can recognize your brain's finite capacity for processing information.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 2 Medium
Topic: Roles Managers Must Play Successfully
 



	60.
	The monitor function is an example of the informational roles often played by managers. 
 
TRUE
In their three informational roles as monitor, disseminator, and spokesperson, managers receive and communicate information with other people inside and outside the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 1 Easy
Topic: Roles Managers Must Play Successfully
 



	61.
	In interpersonal managerial roles, a manager acts as entrepreneur, disturbance handler, or negotiator. 
 
FALSE
In their interpersonal roles, managers interact with people inside and outside their work units. The three interpersonal roles include figurehead, leader, and liaison activities. In their decisional roles, managers use information to make decisions to solve problems or take advantage of opportunities. The four decision-making roles are entrepreneur, disturbance handler, resource allocator, and negotiator.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 1 Easy
Topic: Roles Managers Must Play Successfully
 



	62.
	Entrepreneurship means taking risks to try to create a new enterprise. 
 
TRUE
Entrepreneurship is the process of taking risks to try to create a new enterprise.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 1 Easy
Topic: The Entrepreneurial Spirit
 



	63.
	Two types of entrepreneurship include the extrapreneur and the intrapreneur. 
 
FALSE
There are two types of entrepreneurship. An entrepreneur is someone who sees a new opportunity for a product or service and launches a business to try to realize it. An intrapreneur is someone who works inside an existing organization who sees an opportunity for a product or service and mobilizes the organization's resources to try to realize it.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 1 Easy
Topic: The Entrepreneurial Spirit
 



	64.
	Successful entrepreneurial companies have been called "gazelles" because of a characteristic they possess, namely an acute sensitivity to danger in the environment. 
 
FALSE
Entrepreneurial companies have been called "gazelles" for the two attributes that make them successful: speed and agility. "Gazelles have mastered the art of the quick," says Alan Webber, founding editor of Fast Company magazine. "They have internal approaches and fast decision-making approaches that let them move with maximum agility in a fast-changing business environment."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 1 Easy
Topic: The Entrepreneurial Spirit
 



	65.
	Entrepreneurs typically have a much higher need for achievement and a stronger belief in personal control of destiny than do typical managers. 
 
FALSE
Both entrepreneurs and managers have a high need for achievement. Also characteristic of both is a belief in personal control of destiny.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 2 Medium
Topic: The Entrepreneurial Spirit
 



	66.
	Opportunity entrepreneurs are those who start their own business out of a burning desire rather than because they lost a job. 
 
TRUE
So-called opportunity entrepreneurs, about 89%, are those who start their own business out of a burning desire rather than because they lost a job. Unlike necessity types, they tend to be more ambitious and to start firms that can lead to high-growth businesses.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 1 Easy
Topic: The Entrepreneurial Spirit
 



	67.
	Researcher Robert Katz determined that through education and experience managers acquire technical, conceptual, and human skills. 
 
TRUE
In the mid-1970s, researcher Robert Katz found that through education and experience managers acquire three principal skills: technical, conceptual, and human.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-07 To be a terrific manager; what skills should I cultivate?
Level of Difficulty: 1 Easy
Topic: The Skills Exceptional Managers Need
 



	68.
	Having required technical skills is most important among top managers at the highest leadership levels. 
 
FALSE
Having the requisite technical skills seems to be most important at the lower levels of management; that is, it is critical among first-line managers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-07 To be a terrific manager; what skills should I cultivate?
Level of Difficulty: 2 Medium
Topic: The Skills Exceptional Managers Need
 



	69.
	Human skills become less critical as one's career progresses, and are least important for top managers. 
 
FALSE
Human skills, which include the ability to motivate, to inspire trust, to communicate with others, are necessary for managers of all levels.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-07 To be a terrific manager; what skills should I cultivate?
Level of Difficulty: 2 Medium
Topic: The Skills Exceptional Managers Need
 


 



Multiple Choice Questions
 
	70.
	One way to think of ______ is "the art of getting things done through people." 
 

	A. 
	supervision



	B. 
	motivation



	C. 
	management



	D. 
	leadership



	E. 
	strategy


Management, said one pioneer of management ideas, is "the art of getting things done through people."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	71.
	The pursuit of organizational goals efficiently and effectively by integrating the work of people through planning, organizing, leading, and controlling the organization's resources is called 
 

	A. 
	employment.



	B. 
	career planning.



	C. 
	competitive advantage.



	D. 
	management.



	E. 
	strategic planning.


Management is defined as (1) the pursuit of organizational goals efficiently and effectively by (2) integrating the work of people through (3) planning, organizing, leading, and controlling the organization's resources.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	72.
	A group of people who work together to achieve some specific purpose is/are called 
 

	A. 
	managers.



	B. 
	a collaboration.



	C. 
	a team.



	D. 
	an organization.



	E. 
	a community.


An organization is a group of people who work together to achieve some specific purpose.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	73.
	Tracy, a manager at a busy warehouse, was slow to hire new employees, preferring instead to encourage improvements from his current staff. He carefully watched his other costs too, performing equipment maintenance on a regular basis to improve its lifespan. Tracy would best be described as a(n) _____ manager. 
 

	A. 
	efficient



	B. 
	ethical



	C. 
	innovative



	D. 
	effective



	E. 
	micro


Efficiency is the means of attaining the organization's goals. To be efficient means to use resources like people, money, and raw materials wisely and cost effectively.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 3 Hard
Topic: Management: What It Is, What Its Benefits Are
 



	74.
	To be ______ as a manager means to make the right decisions and successfully carry them out to achieve goals. 
 

	A. 
	productive



	B. 
	ethical



	C. 
	efficient



	D. 
	effective



	E. 
	innovative


Effectiveness is the organization's ends, the goals. To be effective means to achieve results, to make the right decisions, and to successfully carry them out so they achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	75.
	The _________ effect states that a manager's influence on the organization has implications far beyond the results that can be achieved by one person acting alone. 
 

	A. 
	proliferation



	B. 
	multiplier



	C. 
	managerial



	D. 
	halo



	E. 
	additive


In being a manager you have a multiplier effect: Your influence on the organization is multiplied far beyond the results that can be achieved by just one person acting alone.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 1 Easy
Topic: Management: What It Is, What Its Benefits Are
 



	76.
	According to a Fortune article, the scarcest, most valuable resource in business is not financial capital but 
 

	A. 
	renewable resources.



	B. 
	government support.



	C. 
	highly innovative technology.



	D. 
	a young workforce.



	E. 
	skilled, effective managers.


Exceptional managers are in high demand. "The scarcest, most valuable resource in business is no longer financial capital," says a Fortune article. "It's talent. If you doubt that, just watch how hard companies are battling for the best people… Talent of every type is in short supply, but the greatest shortage of all is skilled, effective managers."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	77.
	Which of the following is the most likely payoff of studying management as a discipline? 
 

	A. 
	You will understand how to brand your organization.



	B. 
	You will understand how to relate to and interact with your supervisors and co-workers.



	C. 
	You will understand how to manage your family and close friends more effectively.



	D. 
	You will understand how to deal with the media in a crisis.



	E. 
	You will understand how to advance your career without guilt.


A few of the payoffs of studying management as a discipline include understanding how to deal with organizations from the outside, understanding how to relate to your supervisors and co-workers, and understanding how to manage yourself in the workplace.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	78.
	Which of the following is not a reward for practicing management? 
 

	A. 
	You can build a catalog of successful products or services.



	B. 
	You and your employees can experience a sense of accomplishment.



	C. 
	You can stretch your abilities and magnify your range.



	D. 
	You can be rewarded with money and status for your efforts.



	E. 
	You can become exempt from many of society's ethical standards.


In addition to money and status, there are many rewards to being a manager including experiencing a sense of accomplishment, stretching your abilities and magnifying your range, and building a catalog of successful products or services.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-01 What are the rewards of being an exceptional manager?
Level of Difficulty: 2 Medium
Topic: Management: What It Is, What Its Benefits Are
 



	79.
	Which of the following is one of the seven primary challenges facing managers today? 
 

	A. 
	Maintaining good records of what worked in the past.



	B. 
	Dealing with a stubbornly static and immobile environment.



	C. 
	Staying ahead of competitors through corporate espionage.



	D. 
	Managing to achieve one's own happiness and life goals.



	E. 
	Collaborating with competitors.


Seven challenges face any manager: You need to manage for competitive advantage. You need to manage for diversity in race, ethnicity, gender, and so on. You need to manage for the effects of globalization and of information technology. You need to manage to maintain ethical standards, and manage for sustainability, and finally for the achievement for your own happiness and life goals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	80.
	Petra is a new manager for a household products company, after getting a promotion from an administrative job that she found boring. But now she frequently experiences ______, like when she had to explain the new product her team is developing to the CEO and several board members. As psychologist Csikzentmihalyi predicts, her ideal state would be an emotional zone between that and boredom. 
 

	A. 
	overload



	B. 
	anxiety



	C. 
	immodesty



	D. 
	fear



	E. 
	pressure


The ideal state that many people seek is an emotional zone somewhere between boredom and anxiety, in the view of psychologist Mihaly Csikzentmihalyi. Boredom, he says, may arise because skills and challenges are mismatched: You are exercising your high level of skill in a job with a low level of challenge, such as licking envelopes. Anxiety arises when one has low levels of skill but a high level of challenge, such as suddenly being called upon to give a rousing speech to strangers.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 3 Hard
Topic: Seven Challenges to Being an Exceptional Manager
 



	81.
	The ability of an organization to outperform others by producing goods or services more effectively than its competitors is called its 
 

	A. 
	competitive advantage.



	B. 
	quality.



	C. 
	efficiency.



	D. 
	innovation.



	E. 
	effectiveness.


Competitive advantage is the ability of an organization to produce goods or services more effectively than competitors do, thereby outperforming them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	82.
	Which of the following is not an area in which an organization must stay ahead of its competitors to achieve competitive advantage? 
 

	A. 
	Environmental action



	B. 
	Being responsive to customers



	C. 
	Innovation



	D. 
	Quality



	E. 
	Efficiency


Competitive advantage is the ability of an organization to produce goods or services more effectively than competitors do, thereby outperforming them. This means an organization must stay ahead in four areas: (1) being responsive to customers, (2) innovation, (3) quality, and (4) efficiency.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	83.
	Which of the following is the most likely reason for the decline in fortunes of American newspapers, and their inability to exploit their competitive advantage? 
 

	A. 
	A poorer standard for news-gathering.



	B. 
	Relying too heavily on advertising, rather than customer subscriptions, for revenue.



	C. 
	Decline in newspaper readership over the last 70 years.



	D. 
	Preference of customers for getting news in a nonverbal format.



	E. 
	An increase in salaries and material costs within the industry.


How did newspapers lose their way? First, by giving away the product, and second, by relying too much on advertising for revenue.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	84.
	In seeking competitive advantage, the first law of business is to 
 

	A. 
	take care of your shareholders.



	B. 
	take care of your stakeholders.



	C. 
	take care of the customer.



	D. 
	take care of the environment.



	E. 
	take care of your employees.


The first law of business is: Take care of the customer. Without customers, whatever they're called, sooner or later there will be no organization. This is known as responsiveness to customers, an important component of competitive advantage.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	85.
	Finding ways to deliver new or better goods or services is called 
 

	A. 
	advancement.



	B. 
	streamlining.



	C. 
	innovation.



	D. 
	efficiency.



	E. 
	quality control.


Finding ways to deliver new or better goods or services is called innovation. No organization, for-profit or nonprofit, can allow itself to become complacent, especially when rivals are coming up with creative ideas. "Innovate or die" is an important adage for any manager.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	86.
	Customers are likely to put up with poor-quality products only if your organization is 
 

	A. 
	underperforming in innovation.



	B. 
	using computerized customer service.



	C. 
	the only one of its kind.



	D. 
	in a very competitive industry.



	E. 
	lacking strong environmental policies.


If your organization is the only one of its kind, customers may put up with products or services that are less than stellar but only because they have no choice. But if another organization comes along and offers a better-quality product, you may find your company falling behind.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	87.
	By mid-century, the percentage of Hispanics (of any race) in the U.S. population is expected to ______, and the percentage of non-Hispanic whites is expected to ______. 
 

	A. 
	stay the same; increase



	B. 
	double; decrease



	C. 
	decrease; increase



	D. 
	double; increase slightly



	E. 
	stay the same; decrease


By mid-century, the mix of American racial or ethnic groups will change considerably, with the United States becoming half (54%) racial or ethnic minority. Non-Hispanic whites are projected to decrease from 66% of the population in 2008 to 46% in 2050. African Americans will increase from 14% to 15%, Asians and Pacific Islanders from 5.1% to 9.2%, and Hispanics from 15% to 30%.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	88.
	The concept of a "flat" world means 
 

	A. 
	employees are learning to suppress negative emotion in the workplace.



	B. 
	corporations are developing a preference for a new, flatter organizational structure.



	C. 
	a recession now slows the economies of most nations simultaneously.



	D. 
	globalization has leveled the playing field for emerging economies.



	E. 
	businesspeople are now more conservative in their approach to investment.


American firms have been going out into the world in a major way, even as the world has been coming to us. This has led to what New York Times columnist Thomas Friedman has called, in his book The World Is Flat, a phenomenon in which globalization has leveled (made "flat") the competitive playing fields between industrial and emerging-market countries.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	89.
	Though many advantages have been linked to e-business, studies show that employees are less productive when dealing with excessive ______ volume. 
 

	A. 
	videoconferencing



	B. 
	meeting



	C. 
	e-mail



	D. 
	telecommuting



	E. 
	collaborative computing


Studies show that employees lose valuable time and productivity when dealing with excessive and unimportant e-mail volume and increasing amounts of cell-phone spam.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	90.
	Paul has been tasked with creating a new microsite on his engineering company's intranet. The site will house company-approved design procedures and efficiency strategies for all employees. Creating the design microsite is a form of 
 

	A. 
	strategy management.



	B. 
	e-management.



	C. 
	project management.



	D. 
	knowledge management.



	E. 
	morale management.


Knowledge management is the implementing of systems and practices to increase the sharing of knowledge and information throughout an organization.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 3 Hard
Topic: Seven Challenges to Being an Exceptional Manager
 



	91.
	As a sales manager, you would have to decide how much leeway to give your subordinates in giving gifts to prospective clients in foreign countries. This is an example of the challenge of managing for 
 

	A. 
	your own happiness.



	B. 
	globalization.



	C. 
	ethical standards.



	D. 
	sustainability.



	E. 
	diversity.


With the pressure to meet sales, production, and other targets, managers can find themselves confronting ethical dilemmas. An example would be how much leeway to give employees in giving gifts to prospective clients in a foreign country to try to land a contract.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	92.
	Economic development that meets the needs of the present without compromising the ability of future generations to meet their own needs is known as 
 

	A. 
	environmentalism.



	B. 
	globalization.



	C. 
	ethics.



	D. 
	the bottom line.



	E. 
	sustainability.


Sustainability is defined as economic development that meets the needs of the present without compromising the ability of future generations to meet their own needs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 1 Easy
Topic: Seven Challenges to Being an Exceptional Manager
 



	93.
	The company's culture most directly affects 
 

	A. 
	the number of competitors a firm has.



	B. 
	the number of products a company makes.



	C. 
	the amount charged for the firm's products or services.



	D. 
	the manager's happiness.



	E. 
	the education of the workforce.


One's experience in management is greatly affected by the company's culture. Culture, or style, is indeed an important matter, because it affects your happiness within an organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	94.
	Which of the following is one of the four principal functions of management, also known as the management process? 
 

	A. 
	Organizing



	B. 
	Scheduling



	C. 
	Motivating



	D. 
	Executing



	E. 
	Monitoring


Managers perform what is known as the management process, also called the four management functions: planning, organizing, leading, and controlling.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 1 Easy
Topic: What Managers Do: The Four Principal Functions
 



	95.
	Setting goals and deciding how to achieve them is called 
 

	A. 
	controlling.



	B. 
	managing.



	C. 
	planning.



	D. 
	organizing.



	E. 
	leading.


Planning is defined as setting goals and deciding how to achieve them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 1 Easy
Topic: What Managers Do: The Four Principal Functions
 



	96.
	When a manager at a software company is determining whether to hire more full-time programmers or possibly more temporary ones, he is engaged in 
 

	A. 
	planning.



	B. 
	organizing.



	C. 
	managing.



	D. 
	leading.



	E. 
	controlling.


Organizing is defined as arranging tasks, people, and other resources to accomplish the work. Organizing includes determining the tasks to be done, by whom, and what the reporting hierarchy is to be.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	97.
	Because the various groups that help a manager reach company goals often have different needs and wants, resolving conflicts is an essential part of which management function? 
 

	A. 
	Planning



	B. 
	Clarifying



	C. 
	Organizing



	D. 
	Controlling



	E. 
	Leading


Leading is defined as motivating, directing, and otherwise influencing people to work hard to achieve the organization's goals. The various groups involved often have different needs and wants, so an essential part of leadership is resolving conflicts.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 2 Medium
Topic: What Managers Do: The Four Principal Functions
 



	98.
	A general manager at a department store is giving an important presentation to several departments to engage the whole staff in a new customer retention effort beginning this month. This is an example of 
 

	A. 
	planning.



	B. 
	organizing.



	C. 
	leading.



	D. 
	controlling.



	E. 
	marketing.


Leading is defined as motivating, directing, and otherwise influencing people to work hard to achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	99.
	Monitoring performance and taking corrective action as needed is called 
 

	A. 
	improvising.



	B. 
	planning.



	C. 
	organizing.



	D. 
	improving.



	E. 
	controlling.


Controlling is defined as monitoring performance, comparing it with goals, and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 1 Easy
Topic: What Managers Do: The Four Principal Functions
 



	100.
	Aziz immediately halted production at his facility after seeing a report indicating the last batch had a high level of product defects, and restarted work only when the problem was discovered and fixed. Aziz is engaged in which management function? 
 

	A. 
	Repairing



	B. 
	Organizing



	C. 
	Monitoring



	D. 
	Controlling



	E. 
	Executing


Controlling is defined as monitoring performance, comparing it with goals, and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	101.
	Management theorist Peter Drucker compared the workplace of the future to a 
 

	A. 
	pyramid.



	B. 
	symphony orchestra.



	C. 
	flattened oval.



	D. 
	chess game.



	E. 
	warship.


The workplace of the future may resemble a symphony orchestra, famed management theorist Peter Drucker said. Employees, especially so-called knowledge workers, can be compared to concert musicians. Their managers can be seen as conductors. The conductor's role is not to play each instrument but to lead them all through the most effective performance of a particular work.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 2 Medium
Topic: Pyramid Power: Levels and Areas of Management
 



	102.
	Tonya is a structural engineer who works for a large international firm. She designs the concrete and steel structures that support even the largest and most complex buildings. Because of her high level of technical skills, Tonya is best referred to as a 
 

	A. 
	knowledge worker.



	B. 
	blue-collar worker.



	C. 
	self-managed worker.



	D. 
	first-line worker.



	E. 
	first-line manager.


A knowledge worker is one who has a great deal of technical skill such as Tonya has in this example.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 3 Hard
Topic: Pyramid Power: Levels and Areas of Management
 



	103.
	In the traditional management pyramid, managers are classified into ______ levels. 
 

	A. 
	two



	B. 
	three



	C. 
	four



	D. 
	five



	E. 
	six


Managers may be classified into three levels: top, middle, and first-line.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 1 Easy
Topic: Pyramid Power: Levels and Areas of Management
 



	104.
	A senior vice president is an example of what level of manager? 
 

	A. 
	first-line



	B. 
	top



	C. 
	leadership



	D. 
	middle



	E. 
	merit


An organization's top managers tend to have titles such as "chief executive officer (CEO)," "chief operating officer (COO)," "president," and "senior vice president."
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	105.
	Managers who are future oriented, dealing with uncertain, highly competitive conditions, and who stay alert to long-run opportunities and problems are most likely to be 
 

	A. 
	first-line managers.



	B. 
	functional managers.



	C. 
	middle managers.



	D. 
	general managers.



	E. 
	top managers.


Top managers make long-term decisions about the overall direction of the organization. They need to pay a lot of attention to the environment outside the organization, being alert for long-run opportunities and problems and devising strategies for dealing with them. Thus, executives at this level must be future oriented, dealing with uncertain, highly competitive conditions.


 
	AACSB: Analytic
Blooms: Understand
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Topic: Pyramid Power: Levels and Areas of Management
 



	106.
	Managers who implement the policies and plans determined at the highest levels and coordinate the activities of lowest-level managers are called 
 

	A. 
	executional managers.



	B. 
	first-line managers.



	C. 
	middle managers.



	D. 
	functional managers.



	E. 
	general managers.


Middle managers implement the policies and plans of the top managers above them and supervise and coordinate the activities of the first-line managers below them.
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Blooms: Remember
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Topic: Pyramid Power: Levels and Areas of Management
 



	107.
	Derrick is a clinic director running a downtown Chicago facility for a large nonprofit health organization. He receives most of his strategic direction from the organization and supervises several department managers in his workplace. Derrick is a 
 

	A. 
	first-line manager.



	B. 
	middle manager.



	C. 
	tactical manager.



	D. 
	functional manager.



	E. 
	coordination manager.


Middle managers implement the policies and plans of the top managers above them and supervise and coordinate the activities of the first-line managers below them. One title in nonprofit organizations may be "clinic director" for example.
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	108.
	Managers who make short-term operating decisions and direct the daily tasks of the nonmanagerial employees are called 
 

	A. 
	first-line managers.



	B. 
	middle managers.



	C. 
	general managers.



	D. 
	functional managers.



	E. 
	initial managers.


Following the plans of middle and top managers, first-line managers make short-term operating decisions, directing the daily tasks of nonmanagerial personnel, who are, of course, all those people who work directly at their jobs but don't oversee the work of others.
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	109.
	Angelina is a shift supervisor for a successful supermarket chain, directing the work of as many as eight other cashiers. She is a(n) 
 

	A. 
	directional manager.



	B. 
	middle manager.



	C. 
	first-line manager.



	D. 
	general manager.



	E. 
	area manager.


Following the plans of middle and top managers, first-line managers make short-term operating decisions, directing the daily tasks of nonmanagerial personnel, who are, of course, all those people who work directly at their jobs but don't oversee the work of others. Supervisor is the name often given to first-line managers as a whole.
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	110.
	A ______ manager is responsible for just one organizational activity. 
 

	A. 
	specialist



	B. 
	first-line



	C. 
	singular



	D. 
	functional



	E. 
	top-level


A functional manager is responsible for just one organizational activity.
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	111.
	The United Way and Nature Conservancy are examples of which type of organization? 
 

	A. 
	For-profit



	B. 
	Nonprofit



	C. 
	Administrative



	D. 
	Mutual-benefit



	E. 
	Aid-based


Nonprofit organizations' purpose is to offer services to some clients, not to make a profit. Examples of such organizations are hospitals, colleges, and social-welfare agencies (e.g., the Salvation Army, the Red Cross).
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	112.
	Which type of nonprofit organization offers services to all clients within its jurisdiction? 
 

	A. 
	Administrative



	B. 
	Mutual-benefit



	C. 
	Aid-based



	D. 
	Authority



	E. 
	Commonweal


One particular type of nonprofit organization is called the commonweal organization. Unlike nonprofit service organizations, which offer services to some clients, commonweal organizations offer services to all clients within their jurisdictions. Examples are the military services, the U.S. Postal Service, and your local fire and police departments.
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	113.
	Abbie recently joined a professional organization for certified public accountants, and was happy that her firm offered to pay the dues. This type of group is an example of a(n) ______ organization. 
 

	A. 
	for-profit



	B. 
	nonprofit



	C. 
	administrative



	D. 
	mutual-benefit



	E. 
	aid-based


Mutual-benefit organizations are voluntary collections of members such as political parties, farm cooperatives, labor unions, trade associations, and clubs whose purpose is to advance members' interests.
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	114.
	The primary measure of success of a nonprofit organization is typically 
 

	A. 
	the total revenue.



	B. 
	ROI.



	C. 
	the effectiveness of the services delivered.



	D. 
	the market share.



	E. 
	the number of services available.


In a nonprofit organization, although income and expenditures are very important concerns, the measure of success is usually the effectiveness of the services delivered.
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	115.
	Which of the following statements about a manager's worklife is not among the findings of management scholar Henry Mintzberg? 
 

	A. 
	Managers work long hours.



	B. 
	Most managerial tasks require lengthy periods of time for completion.



	C. 
	Managers rely more on verbal than on written communication.



	D. 
	Managers work at an intense pace.



	E. 
	Managers' work is characterized by variety.


Managers tend to work long hours at an intense pace; their work is characterized by fragmentation, brevity, and variety; and they rely more on verbal than on written communication. Only about a tenth of the managerial activities observed by Mintzberg took more than an hour; about half were completed in under 9 minutes. Phone calls averaged 6 minutes, informal meetings 10 minutes, and desk-work sessions 15 minutes.
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	116.
	According to Mintzberg's work, which of the following is one of the three broad types of roles that managers play? 
 

	A. 
	Analytical



	B. 
	Professional



	C. 
	Interdependent



	D. 
	Disciplinary



	E. 
	Interpersonal


From his observations and other research, Mintzberg concluded that managers play three broad types of roles or "organized sets of behavior": interpersonal, informational, and decisional.
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	117.
	Which of the following is an example of a decisional role that managers play? 
 

	A. 
	Figurehead



	B. 
	Spokesperson



	C. 
	Resource allocator



	D. 
	Liaison



	E. 
	Monitor


In their decisional roles, managers use information to make decisions to solve problems or take advantage of opportunities. The four decision-making roles are entrepreneur, disturbance handler, resource allocator, and negotiator.
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	118.
	In a ______ role, you should be constantly alert for useful information, whether gathered from newspaper stories about the competition or discovered in conversations with subordinates. 
 

	A. 
	figurehead



	B. 
	negotiator



	C. 
	spokesperson



	D. 
	monitor



	E. 
	disseminator


As a monitor, you should be constantly alert for useful information, whether gathered from newspaper stories about the competition or gathered from snippets of conversation with subordinates you meet in the hallway.
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	119.
	Matthew, the president of a diesel engine research firm, was welcoming potential partners from a large automobile corporation in Europe. Before handing them off to his technical counterpart, he gave them an extensive tour of his laboratory and field-testing operations as part of which managerial role? 
 

	A. 
	Figurehead



	B. 
	Analytical



	C. 
	Monitor



	D. 
	Visionary



	E. 
	Disseminator


In your figurehead role, you may show visitors around your company. In general, you perform symbolic tasks that represent your organization.
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	120.
	After a large chemical fire, Eric took responsibility publicly for the failure of his employees to follow workplace safety standards, and indicated that several of them had been placed on leave. Here, Eric was acting in a ______ role. 
 

	A. 
	leadership



	B. 
	negotiator



	C. 
	liaison



	D. 
	authority



	E. 
	entrepreneur


In a role of leader, you are responsible for the actions of your subordinates, since their successes and failures reflect on you. Your leadership is expressed in your decisions about training, motivating, and disciplining people.
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	121.
	Two different project teams recently submitted proposals for very promising ideas, but the budget will not allow both to go forward this year. Amanda is making the tough decisions about which should be the focus this time, as a part of her ______ role. 
 

	A. 
	leadership



	B. 
	disseminator



	C. 
	resource allocator



	D. 
	negotiator



	E. 
	entrepreneur


Because you'll never have enough time, money, and so on, you'll need to be a resource allocator as a manager, setting priorities about use of resources.
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	122.
	Colin takes notes at executive council meetings and prepares summaries to present to middle managers and supervisors at a monthly meeting. This task is part of a(n) _______ role. 
 

	A. 
	disseminator



	B. 
	entrepreneur



	C. 
	monitor



	D. 
	leadership



	E. 
	visionary


Workers complain they never know what's going on if a supervisor fails in the role of disseminator. Managers need to constantly disseminate important information to employees, as via e-mail and meetings.
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	123.
	Jocelyn's staff is upset because they normally receive their paychecks or direct deposits on Fridays and occasionally on Thursdays if there is a holiday. Tomorrow is Friday, July 4, and the bank did not process payments today as expected, so Jocelyn is on the phone trying to get the situation resolved as part of which managerial role? 
 

	A. 
	Disturbance handler



	B. 
	Monitor



	C. 
	Spokesperson



	D. 
	Negotiator



	E. 
	Resource allocator


Unforeseen problems, from product defects to international currency crises, require a manager to be a disturbance handler, fixing problems.
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	124.
	Chemka is speaking at a press conference to discuss the company's plans to close three underperforming branches after several years and several rounds of changes in trying to keep them open. Chemka is performing the _______ role. 
 

	A. 
	disseminator



	B. 
	monitor



	C. 
	liaison



	D. 
	spokesperson



	E. 
	figurehead


You are expected, of course, to be a diplomat, to put the best face on the activities of your work unit or organization to people outside it. This is the informational role of spokesperson.
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	125.
	To inspire innovation, Jinyuan encourages his employees to devote one afternoon a month to work on pet projects, just to spend time in the lab experimenting and thinking freely. He is acting in the ______ role. 
 

	A. 
	entrepreneur



	B. 
	disturbance handler



	C. 
	resource allocator



	D. 
	negotiator



	E. 
	liaison


A good manager is expected to be an entrepreneur, to initiate and encourage change and innovation.
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	126.
	Armed with a stack of market research, Jalen, a marketing department manager, is in the research and development manager's office attempting to convince him to eliminate two features his engineers plan to add to a product, and replace them with two others based on customer preference. Jalen is operating in the ______ role. 
 

	A. 
	entrepreneur



	B. 
	resource allocator



	C. 
	disturbance handler



	D. 
	negotiator



	E. 
	liaison


To be a manager is to be a continual negotiator, working with others inside and outside the organization to accomplish your goals.
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	127.
	Jeremy Stoppelman and Russel Simmons, founders of Yelp, a website with reviews of businesses, created a new type of business that did not exist before their efforts. They would best be described as 
 

	A. 
	business developers.



	B. 
	inventors.



	C. 
	sole proprietors.



	D. 
	entrepreneurs.



	E. 
	intrapreneurs.


Most small businesses originate with people like Stoppelman and Simmons. They are the entrepreneurs, the people with the idea, the risk takers.
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	128.
	_________ means taking risks to try to create a new enterprise. 
 

	A. 
	Entrepreneurship



	B. 
	Incorporation



	C. 
	Franchising



	D. 
	Joint venturing



	E. 
	Acquisition


Entrepreneurship is the process of taking risks to try to create a new enterprise.
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	129.
	The defining difference between an entrepreneur and an intrapreneur is that the latter 
 

	A. 
	is the person responsible for funding the former with a startup investment.



	B. 
	is working on multiple opportunities simultaneously.



	C. 
	works within an existing organization, using its resources to exploit an opportunity.



	D. 
	usually runs a small business.



	E. 
	works in a team setting to develop an idea to fruition.


An entrepreneur is someone who sees a new opportunity for a product or service and launches a business to try to realize it. An intrapreneur is someone who works inside an existing organization who sees an opportunity for a product or service and mobilizes the organization's resources to try to realize it.
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	130.
	The development of Google News by Google employees experimenting with ways to facilitate browsing news from several sources is an example of 
 

	A. 
	business intelligence.



	B. 
	intrapreneurship.



	C. 
	business invention.



	D. 
	corporate design.



	E. 
	entrepreneurship.


An example of an intrapreneur is Marissa Mayer of Google developing a researcher's personal news reading program into Google News.
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	131.
	The belief that you control your own destiny is called 
 

	A. 
	internal locus of control.



	B. 
	entrepreneurship.



	C. 
	intrapreneurship.



	D. 
	power centering.



	E. 
	manifest destiny.


Internal locus of control is the belief that you control your own destiny, that external forces will have little influence.
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	132.
	Research has shown that all of the following are characteristics of an entrepreneur except which? 
 

	A. 
	self-confident



	B. 
	highly experienced



	C. 
	belief in personal control of destiny



	D. 
	high energy level and action orientation



	E. 
	high tolerance for ambiguity


An entrepreneur has a high need for achievement, a belief in personal control of destiny, a high energy level and action orientation, a high tolerance for ambiguity, and self-confidence and tolerance for risk.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 2 Medium
Topic: The Entrepreneurial Spirit
 



	133.
	Which of the following is more characteristic of an entrepreneur than a manager? 
 

	A. 
	High need for achievement



	B. 
	External locus of control



	C. 
	Belief in personal control of destiny



	D. 
	Motivated by organizational rewards



	E. 
	Tolerance for risk


More characteristic of entrepreneurs than managers are self-confidence and tolerance for risk. Precisely because they are willing to take risks in the pursuit of new opportunities and even risk personal financial failure, entrepreneurs need the confidence to act decisively.
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	134.
	After her divorce, Jillian had to go back to work. While she interviewed to return to her previous accounting profession, she began a custom wedding invitation business. Jillian would best be described as a(n) 
 

	A. 
	motivated entrepreneur.



	B. 
	necessity entrepreneur.



	C. 
	opportunity entrepreneur.



	D. 
	performance entrepreneur.



	E. 
	chance entrepreneur.


So-called necessity entrepreneurs are people such as laid-off corporate workers, discharged military people, immigrants, and divorced homemakers who suddenly must earn a living and are simply trying to replace lost income. These make up about 11% of entrepreneurs.
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	135.
	According to researcher Robert Katz, which of the following is one of three principal skills acquired by experienced managers? 
 

	A. 
	Intuitive



	B. 
	Evaluative



	C. 
	Human



	D. 
	Comprehensive



	E. 
	Coordination


In the mid-1970s, researcher Robert Katz found that through education and experience managers acquire three principal skills: technical, conceptual, and human.
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	136.
	______ skills consist of the job-specific knowledge needed to perform well in a specialized field. 
 

	A. 
	Technical



	B. 
	Action



	C. 
	Conceptual



	D. 
	Physical



	E. 
	Human


Technical skills consist of the job-specific knowledge needed to perform well in a specialized field.
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	137.
	Marie recently became a managing partner at her law firm. Though her job has changed, she still needs to have the necessary ______ skills to advise and review the contracts of the real estate attorneys that she manages. 
 

	A. 
	performance



	B. 
	technical



	C. 
	conceptual



	D. 
	human



	E. 
	physical


Technical skills consist of the job-specific knowledge needed to perform well in a specialized field.
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	138.
	The ability to think analytically is associated with ______ skills. 
 

	A. 
	comprehension



	B. 
	conceptual



	C. 
	human



	D. 
	abstract



	E. 
	intuitive


Conceptual skills consist of the ability to think analytically, to visualize an organization as a whole and understand how the parts work together.
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	139.
	Despite the appeal of the opportunity, Samantha decided to delay taking her product to foreign markets because she felt that her current personnel did not have enough international experience. She was exhibiting ______ skills. 
 

	A. 
	comparative



	B. 
	human



	C. 
	intangible



	D. 
	conceptual



	E. 
	intuitive


Conceptual skills consist of the ability to think analytically, to visualize an organization as a whole and understand how the parts work together.
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Learning Objective: 01-07 To be a terrific manager; what skills should I cultivate?
Level of Difficulty: 3 Hard
Topic: The Skills Exceptional Managers Need
 



	140.
	Conceptual skills are particularly important for ______ managers. 
 

	A. 
	first-line



	B. 
	functional



	C. 
	top



	D. 
	middle



	E. 
	general


Conceptual skills are particularly important for top managers, who must deal with problems that are ambiguous but that could have far-reaching consequences.
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	141.
	______ skills consist of the ability to work well in cooperation with other people to get things done. 
 

	A. 
	Support



	B. 
	Conceptual



	C. 
	Personal



	D. 
	Intuitive



	E. 
	Human


Human skills consist of the ability to work well in cooperation with other people to get things done.
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	142.
	Tyler has coffee with one of his direct reports almost daily. He does this to inquire in an informal way about progress on the job, and to provide coaching and support, as well as appropriate congratulations for special efforts. Tyler is exhibiting which type of managerial skill? 
 

	A. 
	Cohesion



	B. 
	Conceptual



	C. 
	Intuitive



	D. 
	Engagement



	E. 
	Human


Human skills consist of the ability to work well in cooperation with other people to get things done. They include the ability to motivate, to inspire trust, and to communicate with others.
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	143.
	Human skills are important for ________ managers. 
 

	A. 
	top



	B. 
	functional



	C. 
	first-line



	D. 
	middle



	E. 
	all levels of


Human skills, including the ability to motivate, to inspire trust, and to communicate with others, are necessary for managers of all levels.
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	144.
	Which of the following is not a chief skill companies seek in top managers today? 
 

	A. 
	The ability to motivate and engage others.



	B. 
	The ability to communicate.



	C. 
	Work experience outside the United States.



	D. 
	High energy levels to meet the demands of global travel and a 24/7 world.



	E. 
	The ability to give a wide range of orders authoritatively.


Instead of someone who gives orders, companies seek top managers with these chief skills: the ability to motivate and engage others, the ability to communicate, work experience outside the United States, and high energy levels to meet the demands of global travel and a 24/7 world.
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Essay Questions
 
	145.
	Studying management can be helpful even before you become a manager. List at least three of the rewards of studying management. 
 

(1) You will understand how to deal with organizations from the outside. It helps to understand how organizations work and how the people in them make decisions. (2) You will understand how to relate to your supervisors. Since most of us work in organizations and most of us have bosses, studying management will enable you to understand the pressures managers deal with and how they will best respond to you. (3) You will understand how to interact with co-workers. Studying management can give you the understanding of teams and teamwork, cultural differences, conflict and stress, and negotiation and communication skills that will help you get along with fellow employees. (4) You will understand how to manage yourself in the workplace. Management courses give you the opportunity to realize insights about yourself—your personality, emotions, values, perceptions, needs, and goals. We help you build your skills in areas such as self-management, listening, handling change, managing stress, avoiding groupthink, and coping with organizational politics.
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	146.
	What is competitive advantage? Explain the importance of each of the four areas in which an organization must stay ahead of its competitors. 
 

Competitive advantage is the ability of an organization to produce goods or services more effectively than competitors do, thus outperforming them. This means an organization must stay ahead in four areas: customer responsiveness, innovation, quality, and efficiency.

Being responsive to customers. The first law of business is: Take care of the customer. Without customers—buyers, clients, consumers, shoppers, users, patrons, guests, investors, or whatever they're called—sooner or later there will be no organization.

Innovation is finding ways to deliver new or better goods or services.

Quality. If your organization is the only one of its kind, customers may put up with products or services that are less than stellar. However, if you are not a unique organization, which is more likely, customers will begin to buy from the company with better quality for the same price.

Efficiency. In today's organizations, the emphasis is on efficiency: Companies strive to produce goods or services as quickly as possible using as few employees (and raw materials) as possible.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 2 Medium
Topic: Seven Challenges to Being an Exceptional Manager
 



	147.
	One of the challenges for managers is managing personal happiness and life goals. Explain why this is a challenge for managers. Discuss how you think these ideas apply to you in the future. 
 

Every person must consider whether his job (managerial or otherwise) helps him or her reach his or her own happiness and goals. Many managers find the job of management to be unfulfilling—they often feel they have to give up too much of their personal lives because of the long hours or travel, or they don't enjoy the constant activity that management entails. Also, many managers feel caught in the middle between upper levels of management and their employees. The student should offer an example of how this may or may not affect her in the future.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-02 Challenges can make one feel alive. What are seven challenges I could look forward to as a manager?
Level of Difficulty: 3 Hard
Topic: Seven Challenges to Being an Exceptional Manager
 



	148.
	Identify and describe the four managerial functions. Give a specific example of each. 
 

Planning is setting goals and deciding how to achieve them. Organizing is arranging tasks, people, and other resources to accomplish the work. Leading is motivating, directing, and otherwise influencing people to work hard to achieve the goals. Controlling is monitoring performance, comparing it to goals, and taking corrective action as needed. The student should give an example of each.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-03 What would I actually do-that is; what would be my four principal functions-as a manager?
Level of Difficulty: 3 Hard
Topic: What Managers Do: The Four Principal Functions
 



	149.
	List the three levels of management in the traditional pyramid. Give an example of a task that a manager at each level might perform. 
 

Managers may be classified into three levels: top, middle, and first-line.

Top managers make long-term decisions about the overall direction of the organization and establish the objectives, policies, and strategies for it. They need to pay a lot of attention to the environment outside the organization, being alert for long-run opportunities and problems and devising strategies for dealing with them. Thus, executives at this level must be future oriented, dealing with uncertain, highly competitive conditions.

Middle managers implement the policies and plans of the top managers above them and supervise and coordinate the activities of the first-line managers below them.

Following the plans of middle and top managers, first-line managers make short-term operating decisions, directing the daily tasks of nonmanagerial personnel.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 01-04 What are the levels and areas of management I need to know to move up; down; and sideways?
Level of Difficulty: 3 Hard
Topic: Pyramid Power: Levels and Areas of Management
 



	150.
	List Mintzberg's findings about the nature of managerial work. 
 

A manager relies more on verbal than on written communication.
A manager works long hours at an intense pace.
A manager's work is characterized by fragmentation, brevity, and variety.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-05 To be an exceptional manager; what roles must I play successfully?
Level of Difficulty: 1 Easy
Topic: Roles Managers Must Play Successfully
 



	151.
	List the characteristics that most entrepreneurs have. 

The characteristics that most entrepreneurs have include: high need for achievement, belief in personal control of destiny, high energy level and action orientation, high tolerance for ambiguity, and self-confidence and tolerance for risk.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 01-06 Do I have what it takes to be an entrepreneur?
Level of Difficulty: 1 Easy
Topic: The Entrepreneurial Spirit
 



	152.
	Define the three types of principal skills that managers need according to Robert Katz. At which level of management is each skill most important? 
 

Technical skills consist of job-specific knowledge needed to perform well in a specialized field. Having the requisite technical skills seems to be most important at the lower levels of management—that is, among first-line managers.

Conceptual skills consist of the ability to think analytically, to visualize an organization as a whole and understand how the parts work together. Conceptual skills are particularly important for top managers, who must deal with problems that are ambiguous but that could have far-reaching consequences.

Human skills are the ability to work well with others to get things done. These skills—the ability to motivate, to inspire trust, to communicate with others—are necessary for managers of all levels.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 01-07 To be a terrific manager; what skills should I cultivate?
Level of Difficulty: 2 Medium
Topic: The Skills Exceptional Managers Need
 





Chapter 02 Management Theory: Essential Background for the Successful Manager Answer Key

 

True / False Questions
 
	1.
	The practice of management is both an art and a science. 
 
TRUE
Certainly management can be an art. Great managers, like great painters or actors, have the right mix of intuition, judgment, and experience. But management is also a science. That is, rather than being performed in a seat-of-the-pants, make-it-up-as-you-go-along kind of way which can lead to big mistakes, management can be approached deliberately, rationally, systematically.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	2.
	Proponents of evidence-based management would say there are few really new ideas. 
 
TRUE
Evidence-based management is based on three truths, one of which is that there are few really new ideas. Most supposedly new ideas are old, wrong, or both.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	3.
	Evidence-based management means translating principles from promising new theories into organizational practice. 
 
FALSE
Evidence-based management means translating principles based on best evidence into organizational practice, bringing rationality to the decision-making process.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	4.
	Peter Drucker was the author of The Practice of Management and has been described as the creator and inventor of modern management. 
 
TRUE
Peter Drucker "was the creator and inventor of modern management," says management guru Tom Peters. In 1954, Drucker published his famous text, The Practice of Management.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	5.
	Part of evidence-based management is understanding the potential danger in conventional wisdom about management. 
 
TRUE
As Stanford business scholars Jeffrey Pfeffer and Robert Sutton put it, evidence-based management is based on the belief that "facing the hard facts about what works and what doesn't, understanding the dangerous half-truths that constitute so much conventional wisdom about management, and rejecting the total nonsense that too often passes for sound advice will help organizations perform better."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	6.
	The contemporary perspective of management includes three viewpoints: systems, behavioral, and quantitative. 
 
FALSE
The contemporary perspective of management includes three viewpoints: systems, contingency, and quality-management.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	7.
	The quantitative viewpoint on management is part of the historical perspective. 
 
TRUE
The historical perspective of management includes three viewpoints: classical, behavioral, and quantitative.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	8.
	Because of radical changes to modern business practice, theoretical perspectives of management provide a historical context but unfortunately do not enhance understanding of the present. 
 
FALSE
Studying theoretical perspectives of management can, among other things, help us to understand the present. "Sound theories help us interpret the present, to understand what is happening and why," say Christensen and Raynor. Understanding history will help you understand why some practices are still favored, whether for right or wrong reasons.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	9.
	Studying theoretical perspectives of management can be a source of new ideas. 
 
TRUE
Studying theoretical perspectives of management can, among other things, provide new ideas that may be useful to you when you come up against new situations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	10.
	Shanice recently took a management job in the book publishing industry, which is undergoing dramatic change. She should study theoretical perspectives of management to help her predict some of the probable outcomes of this change and help her decide on potential strategy going forward. 
 
TRUE
Studying theoretical perspectives of management provides good theories that can help you make predictions and enable you to develop a set of principles that will guide your actions.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 3 Hard
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	11.
	Telecommunication company Cisco Systems abandoned its "management councils" experiment, which had replaced a traditional hierarchical structure, because the councils slowed decision making. 
 
TRUE
In 2011, Cisco abandoned the council-based structure. "By requiring employees to petition groups of people for department budgets, the councils slowed decision making," says one report. "It left managers without full control of units."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	12.
	The classical viewpoint emphasized ways to manage work more independently. 
 
FALSE
The classical viewpoint emphasized finding ways to manage work more efficiently.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	13.
	Frank and Lillian Gilbreth were chief proponents of administrative management. 
 
FALSE
Two chief proponents of scientific management were Frederick W. Taylor and the team of Frank and Lillian Gilbreth.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	14.
	A "therblig," a term coined by Frank Gilbreth, is a unit of motion in the workplace. 
 
TRUE
A made-up word you won't find in most dictionaries, therblig was coined by Frank Gilbreth which refers to 1 of 17 basic motions. By identifying the therbligs in a job, Frank and his wife, Lillian, were able to eliminate motions while simultaneously reducing fatigue.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	15.
	The two branches of the classical viewpoint of management are rational and bureaucratic. 
 
FALSE
The classical viewpoint, which emphasized finding ways to manage work more efficiently, had two branches, scientific and administrative, and assumes that people are rational.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	16.
	The central assumption in classical management is that people are self-interested. 
 
FALSE
In general, classical management assumes that people are rational.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	17.
	Peter was having a hard time concentrating on work on Friday afternoon. He had friends visiting for the weekend and he kept checking his phone and his Facebook page to solidify his plans. He certainly wasn't working as hard as he could have been, something that scientific management theorist Frederick Taylor would have called "soldiering." 
 
TRUE
Frederick Taylor called deliberately working at less than full capacity soldiering.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 3 Hard
Topic: Classical Viewpoint: Scientific and Administrative
 



	18.
	Motion studies were used to assess and improve efficiency as part of the classical viewpoint. 
 
TRUE
Frederick Taylor based his scientific management system (part of the classical viewpoint) on motion studies, in which he broke down each worker's job into basic physical motions and then trained workers to use the methods of their best-performing coworkers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	19.
	As part of the scientific management viewpoint, Taylor suggested paying all employees doing the same job the same wage. 
 
FALSE
Taylor suggested employers institute a differential rate system, in which more efficient workers earned higher wages.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	20.
	Under the differential rate system proposed by Frederick Taylor, employees should be paid on the basis of seniority. 
 
FALSE
Taylor suggested employers institute a differential rate system, in which more efficient workers earned higher wages.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	21.
	Administrative management is most concerned with the jobs of individuals. 
 
FALSE
Scientific management is concerned with the jobs of individuals. Administrative management is concerned with managing the total organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	22.
	The first person to identify the major functions of management was Henri Fayol. 
 
TRUE
Fayol was the first to identify the major functions of management of planning, organizing, leading, and controlling, as well as coordinating, the first four of which provide the framework for most management books.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	23.
	Bureaucracy, as conceptualized by Max Weber, was his ideal way to structure an organization. 
 
TRUE
To German sociologist Max Weber, a bureaucracy was a rational, efficient, ideal organization based on principles of logic.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	24.
	Max Weber felt that impersonality was a positive attribute of an organization that would lead to better performance. 
 
TRUE
To German sociologist Max Weber, a better-performing organization should have five positive bureaucratic features, including impersonality, without reference or connection to a particular person.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	25.
	One of the problems with the classical viewpoint is that its principles are too focused on human needs rather than on organizational ones. 
 
FALSE
A flaw in the classical viewpoint is that it is mechanistic; it tends to view humans as cogs within a machine, not taking into account the importance of human needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	26.
	Fast-food companies including McDonald's have used job specialization, and time and motion studies to increase productivity. This reflects the important contributions of the quantitative viewpoint of management. 
 
FALSE
The essence of the classical viewpoint was that work activity was amenable to a rational approach, that through the application of scientific methods, time and motion studies, and job specialization it was possible to boost productivity. Indeed, these concepts are still in use today, the results visible to you every time you visit McDonald's or Pizza Hut.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 3 Hard
Topic: Classical Viewpoint: Scientific and Administrative
 



	27.
	Motivating employees toward achievement is a focus of the classical viewpoint of management. 
 
FALSE
The behavioral viewpoint emphasized the importance of understanding human behavior and of motivating employees toward achievement.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	28.
	Douglas McGregor was one of the pioneers of early behaviorism. 
 
FALSE
Early behaviorism was pioneered by Hugo Munsterberg, Mary Parker Follett, and Elton Mayo. Douglas McGregor was a pioneer of the human relations movement.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	29.
	Hugo Munsterberg suggested that psychologists could contribute to industry by studying jobs and determining which people are best suited to specific jobs. 
 
TRUE
Munsterberg suggested that psychologists could contribute to industry in three ways. One was to study jobs and determine which people are best suited to specific jobs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	30.
	Among Mary Parker Follett's most important contributions to management was her belief that conflicts within organization should be resolved to mutual satisfaction through a process called integration. 
 
TRUE
Follett believed that conflicts should be resolved by having managers and workers talk over differences and find solutions that would satisfy both parties, a process she called integration.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	31.
	The idea that workers become more productive if they think that managers care about their welfare is called the "Hawthorne Effect." 
 
TRUE
The Hawthorne effect theorized that employees worked harder if they received added attention, if they thought that managers cared about their welfare and that supervisors paid special attention to them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	32.
	The Hawthorne studies have been criticized for poor design and a lack of empirical data to support the conclusions, so the findings cannot be applied to modern management. 
 
FALSE
Ultimately, the Hawthorne studies were faulted for being poorly designed and not having enough empirical data to support the conclusions. Nevertheless, they succeeded in drawing attention to the importance of "social man" (social beings) and how managers using good human relations could improve worker productivity. This in turn led to the so-called human relations movement in the 1950s and 1960s.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	33.
	Abraham Maslow and Douglas McGregor were theorists in the human relations movement. 
 
TRUE
The two theorists who contributed most to the human relations movement, which proposed that better human relations could increase worker productivity, were Abraham Maslow and Douglas McGregor.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	34.
	Abraham Maslow would say that some human needs must be satisfied before others. 
 
TRUE
Food, security, love, recognition, and self-fulfillment are all needs that motivate you to perform, although Abraham Maslow would say some needs must be satisfied before others.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	35.
	Jaclyn is a manager who keeps a tight rein on her staff since she thinks they would not work without supervision. She doubts their commitment to the company and even to their own development. She is a Theory Y manager. 
 
FALSE
Theory X represents a pessimistic, negative view of workers. In this view, workers are considered to be irresponsible, to be resistant to change, to lack ambition, to hate work, and to want to be led rather than to lead. Theory Y represents the outlook of human relations proponents, an optimistic, positive view of workers.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 3 Hard
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	36.
	Because the human relations movement was considered too simplistic for practical use, it has been superseded by the behavioral science approach to management. 
 
TRUE
The human relations movement was a necessary correction to the sterile approach used within scientific management, but its optimism came to be considered too simplistic for practical use. More recently, the human relations view has been superseded by the behavioral science approach to management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	37.
	The management theory that draws from the disciplines of psychology, sociology, anthropology, and economics is the management science approach. 
 
FALSE
Behavioral science relies on scientific research for developing theories about human behavior that can be used to provide practical tools for managers. The disciplines of behavioral science include psychology, sociology, anthropology, and economics.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	38.
	Behavioral science research has shown that competition is superior to cooperation in promoting achievement and productivity. 
 
FALSE
Behavioral science research found that cooperation is superior to competition in promoting achievement and productivity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	39.
	The behavioral science approach to management has its roots in techniques created for American and British military personnel and equipment in World War II. 
 
FALSE
When the Americans entered the war in 1941, they used a successful statistical British model to form operations research (OR) teams to determine how to deploy troops, submarines, and other military personnel and equipment most effectively. OR techniques have since evolved into quantitative management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 2 Medium
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	40.
	The application to management of techniques such as statistics and computer simulations is known as quantitative management. 
 
TRUE
Quantitative management emphasizes the application to management of quantitative techniques, such as statistics and computer simulations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 1 Easy
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	41.
	Oscar is a manager of a downtown hotel and is currently considering the pricing of rooms for the upcoming holiday season. He would be wise to use the mathematical tools of management science to help him with this decision. 
 
TRUE
Management science stresses the use of rational, science-based techniques and mathematical models to improve decision making and strategic planning such as what price to charge for a hotel room at a given time.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 3 Hard
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	42.
	Facilities management is concerned with work scheduling, productions planning, and optimal levels of inventory. 
 
FALSE
Operations management is concerned with work scheduling, production planning, facilities location and design, and decisions about the optimum levels of inventory a company should maintain.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 2 Medium
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	43.
	Over the years, Toyota has used a variety of operations management-based "lean management" techniques to sell its cars on the basis of superior quality. 
 
TRUE
Over the years, Toyota Motor Corp. developed a variety of production techniques that drew in part on operations management. These efficient techniques, all of which come under the term "lean management," enabled Toyota to sell its cars on the basis of their superior quality.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 2 Medium
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	44.
	A set of interrelated parts that operate together to achieve a common purpose is called a system. 
 
TRUE
A system is a set of interrelated parts that operate together to achieve a common purpose.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	45.
	For a jewelry designer, gold and silver rings, earrings, and bracelets are considered system inputs. 
 
FALSE
For a jewelry designer, gold and silver rings, earrings, and bracelets are considered system outputs, which are the products produced by the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 2 Medium
Topic: Systems Viewpoint
 



	46.
	Feedback is one of the four parts of a system. 
 
TRUE
The four parts of a system are inputs, outputs, transformational processes, and feedback (see Figure 2.3).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	47.
	Sales data would be considered feedback in a system. 
 
TRUE
Feedback is information about the reaction of the environment to the outputs that affects the inputs. Are the customers buying or not buying the product? That information is feedback.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 2 Medium
Topic: Systems Viewpoint
 



	48.
	In a closed system, an organization's outputs are recycled to become inputs. 
 
FALSE
A closed system has little interaction with its environment; that is, it receives very little feedback from the outside.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	49.
	Netflix's business suffered when it failed to use an open system in its decision to introduce a large price increase while simultaneously splitting its DVD mail service from its streaming one. 
 
TRUE
Netflix used a closed system when, in July 2011, with no consumer feedback, it announced price increases of as much as 60%, a move intended to force subscribers to drop the DVDs by mail in favor of an $8-per-month streaming plan.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 2 Medium
Topic: Systems Viewpoint
 



	50.
	One reason for the success of the Tommy Hilfiger clothing brand in the 1990s was maintaining a closed system with respect to young consumers' feedback by conducting research in music clubs. 
 
FALSE
"When Hilfiger's distinctive logo-laden shirts and jackets started showing up on urban rappers in the early ‘90s," says one account, "the company started sending researchers into music clubs to see how this influential group wore the styles." By having constant feedback, an open system, with young consumers, Hilfiger was rewarded: In the late ‘90s, its jeans became the No. 1 brand in this age group.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	51.
	Continuous learning in an organization is more likely to occur in an open system than in a closed one. 
 
TRUE
The concept of open systems, which stresses feedback from multiple environmental factors, both inside and outside the organization, attempts to ensure a continuous learning process in order to correct old mistakes and avoid new ones.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 2 Medium
Topic: Systems Viewpoint
 



	52.
	The contingency viewpoint began to develop when managers discovered that a variety of different mathematical models can be applied for problem solving and decision making. 
 
FALSE
The contingency viewpoint began to develop when managers discovered that under some circumstances better results could be achieved by breaking the one-best-way rule. The contingency viewpoint emphasizes that a manager's approach should vary according to, or be contingent on, the individual and the environmental situation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	53.
	The manager following the contingency viewpoint would ask, "What management method is the best to use under these particular circumstances?" 
 
TRUE
The manager following the contingency viewpoint would ask, "What method is the best to use under these particular circumstances?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	54.
	Gary Hamel, cofounder of the Management Innovation Lab, believes than management innovation can be improved by identifying and sometimes challenging core beliefs that people have about an organization. 
 
TRUE
To get the ball rolling in management innovation, particularly in a traditional, conventional company, Hamel believes that the answer can be found by identifying core beliefs that people have about the organization, especially those that detract from the pursuit of management innovation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	55.
	According to Harvard psychology professor Ellen Langer, one barrier to flexibility is mindlessness. 
 
TRUE
One barrier to being flexible is mindlessness. Instead we need to adopt the frame of mind that Harvard psychology professor Ellen Langer has called mindfulness, a form of active engagement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	56.
	The total ability of a product or service to meet customer needs is known as functionality. 
 
FALSE
Quality refers to the total ability of a product or service to meet customer needs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 1 Easy
Topic: Quality-Management Viewpoint
 



	57.
	Quality control focuses on the performance of workers, urging employees to strive for "zero defects." 
 
FALSE
Quality control is a strategy for minimizing errors by managing each state of production. Quality assurance focuses on the performance of workers, urging employees to strive for "zero defects."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 1 Easy
Topic: Quality-Management Viewpoint
 



	58.
	Deming and Juran were part of the quality-management movement. 
 
TRUE
In the years after World War II, the imprint "Made in Japan" on a product almost guaranteed that it was cheap and flimsy. That began to change with the arrival in Japan of two Americans, W. Edwards Deming and Joseph M. Juran, pioneers of the quality management movement.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 1 Easy
Topic: Quality-Management Viewpoint
 



	59.
	An important source of information about quality in total quality management is competitors. 
 
FALSE
One component of TQM is to listen to and learn from customers and employees. TQM companies pay attention to their customers, the people who use their products or services. In addition, employees within the companies listen and learn from other employees, those outside their own work areas.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	60.
	A learning organization is one that actively creates, acquires, and transfers knowledge within itself and is able to modify itself to reflect new knowledge. 
 
TRUE
A learning organization is an organization that actively creates, acquires, and transfers knowledge within itself and is able to modify its behavior to reflect new knowledge.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 1 Easy
Topic: The Learning Organization in an Era of Accelerated Change
 



	61.
	An information organization has three parts: creating and acquiring knowledge, transferring knowledge, and modifying behavior. 
 
FALSE
A learning organization has three parts: creating and acquiring knowledge, transferring knowledge, and modifying behavior.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 1 Easy
Topic: The Learning Organization in an Era of Accelerated Change
 



	62.
	Among the functions of a manager in a learning organization are generating and generalizing ideas with impact. 
 
TRUE
As a manager, you need to try to generate ideas with impact, those that add value for customers, employees, and shareholders, by increasing employee competence through training, experimenting with new ideas, and engaging in other leadership activities. Besides generating ideas with impact, you can also generalize them, or reduce the barriers to learning among employees and within your organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 2 Medium
Topic: The Learning Organization in an Era of Accelerated Change
 


 

 


Multiple Choice Questions
 
	63.
	"True is better than new" is one of the truths of 
 

	A. 
	scientific management.



	B. 
	the human relations movement.



	C. 
	operations management.



	D. 
	evidence-based management.



	E. 
	management science.


Evidence-based management is based on three truths: there are few really new ideas, true is better than new, and doing well usually dominates.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	64.
	________ management means translating principles based on best evidence into organizational practice, bringing rationality to the decision-making process. 
 

	A. 
	Total quality



	B. 
	Operations



	C. 
	Administrative



	D. 
	Evidence-based



	E. 
	Scientific


Evidence-based management means translating principles based on best evidence into organizational practice, bringing rationality to the decision-making process.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	65.
	Classical, behavioral, and quantitative viewpoints about management are collectively referred to as the ________ perspective. 
 

	A. 
	historical



	B. 
	scientific



	C. 
	operations



	D. 
	contemporary



	E. 
	systems


The historical perspective includes three viewpoints: classical, behavioral, and quantitative.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	66.
	The contemporary perspective includes which of the following viewpoints? 
 

	A. 
	Behavioral



	B. 
	Systems



	C. 
	Quantitative



	D. 
	Classical



	E. 
	Rational


The contemporary perspective also includes three viewpoints: systems, contingency, and quality-management.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 1 Easy
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	67.
	A good reason for studying theoretical perspectives of management is that it 
 

	A. 
	provides an understanding of the competitors' strengths.



	B. 
	eliminates the need for in-depth analysis.



	C. 
	correctly guides the writing of a mission statement.



	D. 
	provides clues to the meaning of your managers' decisions.



	E. 
	acts as an encyclopedia of solutions.


Studying management theory provides understanding of the present, a guide to action, a source of new ideas, clues to the meaning of your managers' decisions, and clues to the meaning of outside events.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	68.
	Scientific and administrative management are part of the ________ viewpoint. 
 

	A. 
	behavioral



	B. 
	contingency



	C. 
	classical



	D. 
	quantitative



	E. 
	quality


The classical viewpoint, which emphasized finding ways to manage work more efficiently, had two branches: scientific and administrative.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	69.
	______ emphasized the scientific study of work methods to improve productivity of individual workers. 
 

	A. 
	Scientific management



	B. 
	Quantitative science



	C. 
	TQM



	D. 
	Management science



	E. 
	Administrative management


Scientific management emphasized the scientific study of work methods to improve the productivity of individual workers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	70.
	Frank and Lillian Gilbreth identified 17 basic units of ______, each of which they called a "therblig." 
 

	A. 
	time



	B. 
	distance



	C. 
	energy



	D. 
	data



	E. 
	motion


A made-up word you won't find in most dictionaries, therblig was coined by Frank Gilbreth and is, in fact, "Gilbreth" spelled backward, with the "t" and the "h" reversed. It refers to 1 of 17 basic motions. By identifying the therbligs in a job, Frank and his wife, Lillian, were able to eliminate motions while simultaneously reducing fatigue.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	71.
	Fredrick Taylor and the Gilbreths were proponents of which of the following? 
 

	A. 
	Scientific management and administrative management, respectively



	B. 
	Management science and human relations management, respectively



	C. 
	Human relations



	D. 
	Management science



	E. 
	Scientific management


Scientific management emphasized the scientific study of work methods to improve the productivity of individual workers. Two of its chief proponents were Frederick W. Taylor and the team of Frank and Lillian Gilbreth.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	72.
	Taylor called the tendency for people to deliberately work at less than full capacity 
 

	A. 
	loafing.



	B. 
	underachieving.



	C. 
	underperforming.



	D. 
	therbliging.



	E. 
	soldiering.


No doubt there are some days when you haven't studied, or worked, as efficiently as you could. This could be called "underachieving," or "loafing," or what Taylor called it, soldiering, which is deliberately working at less than full capacity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	73.
	Which of the following is not one of the principles proposed by Fredrick Taylor to eliminate soldiering? 
 

	A. 
	Give workers the training and incentives to do the task properly.



	B. 
	Carefully select workers with the right abilities for the task.



	C. 
	Study each part of the task scientifically.



	D. 
	Reward employees equally and consistently.



	E. 
	Use scientific principles to plan the work methods.


Taylor believed that managers could eliminate soldiering by applying four principles of science: 1. Evaluate a task by scientifically studying each part of the task (not use old rule-of-thumb methods). 2. Carefully select workers with the right abilities for the task. 3. Give workers the training and incentives to do the task with the proper work methods. 4. Use scientific principles to plan the work methods and ease the way for workers to do their jobs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	74.
	Melissa runs a residential-cleaning service and has noticed that some of her staff are much more efficient than others and can clean a house in about half the average time. She would like to reward these workers with a higher wage by implementing what would be known by Taylor as a(n) 
 

	A. 
	sliding scale system.



	B. 
	incentivized wage system.



	C. 
	differential rate system.



	D. 
	productivity wage system.



	E. 
	merit pay system.


Taylor, the father of scientific management, suggested employers institute a differential rate system, in which more efficient workers earned higher wages.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 3 Hard
Topic: Classical Viewpoint: Scientific and Administrative
 



	75.
	Which of the following is not a part of Frederick Taylors's work in scientific management? 
 

	A. 
	Elimination of soldiering



	B. 
	Motion studies



	C. 
	Differential rate system



	D. 
	Hierarchy of human needs



	E. 
	Raising productivity


Taylor did motion studies, proposed a differential rate system, and believed he could raise productivity through eliminating soldiering. Maslow is credited with the hierarchy of human needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	76.
	__________ was concerned with managing the total organization and was pioneered by Fayol and Weber. 
 

	A. 
	Administrative management



	B. 
	Operations management



	C. 
	Management science



	D. 
	Scientific management



	E. 
	Contemporary management


Administrative management is concerned with managing the total organization. Among the pioneering theorists were Henri Fayol and Max Weber.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 1 Easy
Topic: Classical Viewpoint: Scientific and Administrative
 



	77.
	Of the following, which is one of the functions of management described by Fayol? 
 

	A. 
	Accommodating



	B. 
	Coordinating



	C. 
	Arbitrating



	D. 
	Collaborating



	E. 
	Tasking


Fayol was the first to identify the major functions of management of planning, organizing, leading, and controlling, as well as coordinating.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	78.
	Which of the following was a positive feature of bureaucracy, according to Max Weber? 
 

	A. 
	Generalists in the workplace.



	B. 
	A flat organization with little hierarchy of authority.



	C. 
	Hiring and promotion based on social status.



	D. 
	Clear division of labor.



	E. 
	Flexible rules and procedures.


Weber felt that a better-performing organization should have five positive bureaucratic features including a clear division of labor, with parts of a complex job being handled by specialists.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	79.
	The most significant flaw in the classical viewpoint is that it 
 

	A. 
	overemphasizes mathematical techniques.



	B. 
	is impractical in the workplace.



	C. 
	does not address productivity.



	D. 
	discounts the importance of human needs.



	E. 
	does not account for irrational behavior.


A flaw in the classical viewpoint is that it is mechanistic: It tends to view humans as cogs within a machine, not taking into account the importance of human needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	80.
	The essence of the classical viewpoint is that 
 

	A. 
	resources are limited.



	B. 
	a rational approach can be used to boost productivity.



	C. 
	people are self-interested.



	D. 
	people will take on responsibility if it is offered to them.



	E. 
	workers behave how you expect them to.


The essence of the classical viewpoint is that work activity is amenable to a rational approach, that through the application of scientific methods, time and motion studies, and job specialization it is possible to boost productivity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	81.
	McDonald's ability to deliver food quickly and inexpensively has its roots in which management theory? 
 

	A. 
	Management science viewpoint



	B. 
	Behavioral viewpoint



	C. 
	Mathematical viewpoint



	D. 
	Systems viewpoint



	E. 
	Classical viewpoint


The essence of the classical viewpoint is that work activity is amenable to a rational approach, that through the application of scientific methods, time and motion studies, and job specialization it is possible to boost productivity. Indeed, these concepts are still in use today, the results visible to you every time you visit McDonald's or Pizza Hut.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	82.
	Which of the following viewpoints emphasized the importance of understanding human actions and of motivating employees toward achievement? 
 

	A. 
	Qualitative viewpoint



	B. 
	Behavioral viewpoint



	C. 
	Classical viewpoint



	D. 
	Contingency viewpoint



	E. 
	Management science viewpoint


The behavioral viewpoint emphasized the importance of understanding human behavior and of motivating employees toward achievement.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	83.
	Which of the following is one of the phases in the development of the behavioral viewpoint? 
 

	A. 
	Human resource management



	B. 
	Operations management



	C. 
	Operations research



	D. 
	Human relations movement



	E. 
	Administrative management


The behavioral viewpoint developed over three phases: early behaviorism, the human relations movement, and behavioral science.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	84.
	Who was known as "the father of industrial psychology"? 
 

	A. 
	Hugo Munsterberg



	B. 
	Mary Parker Follett



	C. 
	Max Weber



	D. 
	Elton Mayo



	E. 
	Frederick Taylor


Hugo Munsterberg has been called the father of industrial psychology. His ideas led to the field of industrial psychology, the study of human behavior in workplaces, which is still taught in colleges today.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	85.
	Camille runs a consulting business that assists in the hiring process, using a team of psychologists to help companies to better understand their specific jobs and the type of employees that are best suited to fill them. Her business relies on the work of which behavioral theory pioneer? 
 

	A. 
	Hugo Munsterberg



	B. 
	Douglas McGregor



	C. 
	Mary Parker Follett



	D. 
	Frederick Taylor



	E. 
	Elton Mayo


Hugo Munsterberg suggested that psychologists could contribute to industry in three ways. One of them was that they could study jobs and determine which people are best suited to specific jobs.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 3 Hard
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	86.
	Among the recommendations of Mary Parker Follett was that 
 

	A. 
	motion studies should be made of every job.



	B. 
	managers should design and control the work process.



	C. 
	integration should occur in organizations when conflicts arise.



	D. 
	a competitive environment is most conducive to productivity.



	E. 
	everyone should understand their roles: managers as order-givers, and employees as order-takers.


One of Mary Parker Follet's important contributions to management theory was that conflicts should be resolved by having managers and workers talk over differences and find solutions that would satisfy both parties, a process she called integration.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	87.
	The idea that the work process should be under the control of workers with the relevant knowledge, rather than that of managers, who should act as facilitators, was developed by 
 

	A. 
	Lillian Gilbreth.



	B. 
	Mary Parker Follet.



	C. 
	Max Weber.



	D. 
	Hugo Munsterberg.



	E. 
	Elton Mayo.


Follett thought organizations should become more democratic, with managers and employees working cooperatively. One of her most important ideas was that the work process should be under the control of workers with the relevant knowledge, rather than of managers, who should act as facilitators.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	88.
	Which research, though flawed, drew attention to the idea that managers using good human relations could improve worker productivity? 
 

	A. 
	Maslow's hierarchy of human needs



	B. 
	Operations research



	C. 
	Theory Y



	D. 
	Fayol's administrative management



	E. 
	The Hawthorne studies


The Hawthorne studies were faulted for being poorly designed and not having enough empirical data to support the conclusions. Nevertheless, they succeeded in drawing attention to the importance of "social man" (social beings) and how managers using good human relations could improve worker productivity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	89.
	Who proposed the hierarchy of human needs as a theory of motivation? 
 

	A. 
	McGregor



	B. 
	Weber



	C. 
	Munsterberg



	D. 
	Maslow



	E. 
	Mayo


In 1943 Maslow proposed his famous hierarchy of human needs: physiological, safety, love, esteem, and self-actualization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	90.
	An optimistic view of workers that envisions them as capable of accepting responsibility and working in a self-directed manner is representative of 
 

	A. 
	hierarchy of accountability.



	B. 
	hierarchy of needs.



	C. 
	Theory X.



	D. 
	Theory Y.



	E. 
	self-fulfilling prophecy.


Theory Y represents the outlook of human relations proponents, an optimistic, positive view of workers. In this view, workers are considered to be capable of accepting responsibility, self-direction, and self-control and of being imaginative and creative.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	91.
	Amanda was a tough manager and made it a regular practice to check up on her staff, looking for cheating on timesheets and people coming back late from lunch. Her employees were often dissatisfied with Amanda since she was a(n) ________ manager. 
 

	A. 
	operations



	B. 
	Theory X



	C. 
	soldiering



	D. 
	Hawthorne



	E. 
	administrative


Theory X managers are more likely to micromanage, which leads to employee dissatisfaction, because these managers believe employees are inherently lazy.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 3 Hard
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	92.
	Behavioral science relies on __________ for developing theories about human behavior that can help managers. 
 

	A. 
	rules of thumb



	B. 
	scientific research



	C. 
	intuition



	D. 
	simulations



	E. 
	trial and error


Behavioral science relies on scientific research for developing theories about human behavior that can be used to provide practical tools for managers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	93.
	Which of the following is a discipline that is part of behavioral science? 
 

	A. 
	Sociology



	B. 
	Physics



	C. 
	Computer science



	D. 
	Biology



	E. 
	Law


The disciplines of behavioral science include psychology, sociology, anthropology, and economics, all of which consider human behavior.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 1 Easy
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	94.
	Behavioral science research suggests that ________ doesn't necessarily promote excellence, and actually can make people hostile. 
 

	A. 
	the Hawthorne effect



	B. 
	competition



	C. 
	soldiering



	D. 
	industrial espionage



	E. 
	integration


Behavioral science research concludes that cooperation is superior to competition in promoting achievement and productivity. Alfie Kohn notes that competition can make people hostile.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	95.
	Applying techniques like statistics and computer simulations to management are characteristic of the ______ viewpoint. 
 

	A. 
	classical



	B. 
	behavioral



	C. 
	managerial



	D. 
	quantitative



	E. 
	contingency


One of the historical perspectives consists of quantitative viewpoints, which emphasize the application to management of quantitative techniques, such as statistics and computer simulations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 1 Easy
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	96.
	______ focuses on using mathematics to aid in problem solving and decision making. 
 

	A. 
	Management science



	B. 
	Behavioral science



	C. 
	TQM



	D. 
	Scientific management



	E. 
	Administrative management


Management science focuses on using mathematics to aid in problem solving and decision making.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 1 Easy
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	97.
	The tools of ______ are useful for UPS and FedEx in deciding how many employees and aircraft should be scheduled during the month of December. 
 

	A. 
	scientific management



	B. 
	soldiering



	C. 
	management science



	D. 
	the Hawthorne studies



	E. 
	efficiency management


Management science focuses on using mathematics to aid in problem solving and decision making and is likely what UPS and FedEx use to decide how many package sorters to schedule and at which times.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 2 Medium
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	98.
	Matt has developed a mathematical model for the film distribution company that employs him. The model will help in determining release dates and the desirable number of screens for new movies. This model is an application of 
 

	A. 
	scientific management.



	B. 
	behavioral science.



	C. 
	management science.



	D. 
	contingency management.



	E. 
	administrative management.


Management science stresses the use of rational, science-based techniques and mathematical models to improve decision making and strategic planning.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 3 Hard
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	99.
	______ focuses on managing the production and delivery of an organization's products or services more effectively. 
 

	A. 
	Operations management



	B. 
	Systems management



	C. 
	Scientific management



	D. 
	A learning organization



	E. 
	Administrative management


Operations management focuses on managing the production and delivery of an organization's products or services more effectively.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 1 Easy
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	100.
	Alyssa works for a large amusement park and is in charge of scheduling the sizable staff, including ride attendants, food service and janitorial employees, and character actors, in an effective manner. This work is typical of 
 

	A. 
	operations research.



	B. 
	contingency planning.



	C. 
	quality management.



	D. 
	operations management.



	E. 
	qualitative analysis.


Operations management is concerned with work scheduling, production planning, facilities location and design, and decisions about the optimum inventory a company should maintain.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 3 Hard
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	101.
	Systems, contingency, and quality-management viewpoints are part of the ________ perspective. 
 

	A. 
	behavioral



	B. 
	scientific



	C. 
	historical



	D. 
	quantitative



	E. 
	contemporary


The contemporary perspective consists of three viewpoints: systems, contingency, and quality-management. (See Figure 2.2.)


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	102.
	The ______ viewpoint sees organizations as entities made up of interrelated parts known as inputs, outputs, transformation processes, and feedback. 
 

	A. 
	classical



	B. 
	closed loop



	C. 
	contingency



	D. 
	quality-management



	E. 
	systems


The systems viewpoint regards the organization as a system of interrelated parts. The four parts of a system are inputs, outputs, transformation processes, and feedback.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	103.
	Even though the Russian government is inefficient in the way it collects taxes, it is still an example of a(n) 
 

	A. 
	transformational process.



	B. 
	environment.



	C. 
	system.



	D. 
	output.



	E. 
	therblig.


A system is a set of interrelated parts that operate together to achieve a common purpose, even when it does not work well.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 2 Medium
Topic: Systems Viewpoint
 



	104.
	Curran Investments has had a very profitable year in its business of providing financial advice. The profit would be considered a(n) ______ of the system. 
 

	A. 
	by-product



	B. 
	input



	C. 
	transformational process



	D. 
	output



	E. 
	feedback loop


Outputs are the products, services, profits, losses, employee satisfaction or discontent, and the like that are produced by the organization. Whatever comes out of the system is an output.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	105.
	Marcus works on an assembly line for a U.S. automobile manufacturer. He would be considered a(n) ______ of this system. 
 

	A. 
	participant



	B. 
	feedback mechanism



	C. 
	input



	D. 
	transformation process



	E. 
	output


Inputs are the people, money, information, equipment, and materials required to produce an organization's goods or services. Whatever goes into a system is an input.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	106.
	David is an architect, and the steps he takes in designing and drawing commercial buildings would be considered which part of his organization's system? 
 

	A. 
	an input



	B. 
	feedback



	C. 
	an output



	D. 
	an affirmation



	E. 
	a transformation process


Transformation processes are the organization's capabilities in management, internal processes, and technology that are applied to converting inputs into outputs. The main activity of the organization is to transform inputs into outputs.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	107.
	Customers lined up for hours to be among the first to purchase the new iPad. The excitement for the product would be considered ______ in the system. 
 

	A. 
	an input



	B. 
	feedback



	C. 
	an output



	D. 
	affirmation



	E. 
	a transformation process


Feedback is information about the reaction of the environment to the outputs that affects the inputs. Are the customers buying or not buying the product? That information is feedback.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	108.
	A(n) _______ system continually interacts with its environment. 
 

	A. 
	networked



	B. 
	integrated



	C. 
	active



	D. 
	open



	E. 
	porous


An open system continually interacts with its environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	109.
	Both the classical management view and the management science perspective consider an organization to be a(n) ________; as a simplification for analysis this may work, but in reality it would open up the organization to spectacular failure. 
 

	A. 
	closed system



	B. 
	neutral system



	C. 
	porous system



	D. 
	subsystem



	E. 
	isolated system


A closed system has little interaction with its environment; that is, it receives very little feedback from the outside. The classical management viewpoint often considered an organization a closed system. So does the management science perspective, which simplifies organizations for purposes of analysis. However, any organization that ignores feedback from the environment opens itself up to possibly spectacular failures.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 2 Medium
Topic: Systems Viewpoint
 



	110.
	Many technology companies are hesitant to involve customers in the development of their products, since they are trying to protect their latest products and ideas from competitors' attempts to replicate them. This typically results in a fairly ______ system. 
 

	A. 
	responsive



	B. 
	closed



	C. 
	distinctive



	D. 
	stable



	E. 
	intelligent


A closed system has little interaction with its environment; that is, it receives very little feedback from the outside.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	111.
	The study of how order and pattern arise from very complicated, apparently chaotic systems is known as 
 

	A. 
	total quality management.



	B. 
	complexity theory.



	C. 
	quality assurance.



	D. 
	systems analysis.



	E. 
	transformation process.


The systems viewpoint has led to the development of complexity theory, the study of how order and pattern arise from very complicated, apparently chaotic systems. Complexity theory recognizes that all complex systems are networks of many interdependent parts that interact with each other according to certain simple rules.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 1 Easy
Topic: Systems Viewpoint
 



	112.
	The ________ viewpoint emphasizes that a manager's actions should vary according to the situation. 
 

	A. 
	contingency



	B. 
	quality-management



	C. 
	flexible-management



	D. 
	systems



	E. 
	scenario


The contingency viewpoint emphasizes that a manager's approach should vary according to, or be contingent on, the individual and the environmental situation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 1 Easy
Topic: Contingency Viewpoint
 



	113.
	Over her years as a manager, Rose has had a very diverse group of employees; some were very interested in the financial rewards the company offered while others really would prefer extra time off or even to be recognized at the monthly department meetings. Rose should consider the ______ viewpoint of management in this case. 
 

	A. 
	behavioral



	B. 
	systems



	C. 
	contingency



	D. 
	variance management



	E. 
	classical


The contingency viewpoint emphasizes that a manager's approach should vary according to, or be contingent on, the individual and the environmental situation.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 3 Hard
Topic: Contingency Viewpoint
 



	114.
	Which of the following approaches is characteristic of a manager using the contingency viewpoint? 
 

	A. 
	Purchasing new technology to improve efficiency.



	B. 
	Simplifying the steps of the work process.



	C. 
	Using motivational techniques to boost worker productivity.



	D. 
	Assessing the characteristics of particular situation before deciding what to do.



	E. 
	Performing a motion study.


The contingency viewpoint emphasizes that a manager's approach should vary according to, or be contingent on, the individual and the environmental situation. Thus, the manager that assesses a particular situation and decides what to do is using a contingency viewpoint.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	115.
	Gary Hamel believes that identifying and challenging debilitating core beliefs that people have about an organization can be helpful in improving management 
 

	A. 
	rewards.



	B. 
	innovation.



	C. 
	restructuring.



	D. 
	planning.



	E. 
	motivation.


To get the ball rolling in management innovation, particularly in a conventional company, Hamel believes you should identify core beliefs that people have about the organization, especially those that detract from the pursuit of management innovation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	116.
	"Mindfulness" is characterized by which of the following attributes? 
 

	A. 
	Acting from a single perspective.



	B. 
	Automatic behavior.



	C. 
	Belief in one right way.



	D. 
	Active engagement.



	E. 
	Protecting traditional ideas.


One barrier to being flexible is mindlessness. Instead we need to adopt the frame of mind that Harvard psychology professor Ellen Langer has called mindfulness, a form of active engagement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	117.
	The strategy for minimizing errors by managing each stage of production is called 
 

	A. 
	TQM.



	B. 
	six sigma.



	C. 
	quality assurance.



	D. 
	zero defects.



	E. 
	quality control.


Quality control is defined as the strategy for minimizing errors by managing each stage of production.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 1 Easy
Topic: Quality-Management Viewpoint
 



	118.
	Statistical sampling to locate errors by testing just some of the items in a particular production run is a ______ technique. 
 

	A. 
	quality control



	B. 
	continuous improvement



	C. 
	reengineering



	D. 
	quality assurance



	E. 
	total quality management


Quality control techniques were developed in the 1930s at Bell Telephone Labs by Walter Shewart, who used statistical sampling to locate errors by testing just some (rather than all) of the items in a particular production run.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	119.
	The fact that employees often have no control over work process design limits their ability to achieve zero defects, or 
 

	A. 
	quality control.



	B. 
	continuous improvement.



	C. 
	reengineering.



	D. 
	quality assurance.



	E. 
	total quality management.


Developed in the 1960s, quality assurance focuses on the performance of workers, urging employees to strive for "zero defects." Quality assurance has been less successful because often employees have no control over the design of the work process.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	120.
	According to Deming, quality stemmed from a steady focus on the organization's mission and 
 

	A. 
	a reduction in production variation.



	B. 
	Theory Y management.



	C. 
	operations research.



	D. 
	the Hawthorne effect.



	E. 
	complexity theory.


Deming believed that quality stemmed from "constancy of purpose," a steady focus on an organization's mission, along with statistical measurement and reduction of variations in production processes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	121.
	Deming proposed that when something goes wrong, chances are __________ that the system is at fault, and __________ that the individual worker is at fault. 
 

	A. 
	15%; 85%



	B. 
	35%; 65%



	C. 
	50%; 50%



	D. 
	65%; 35%



	E. 
	85%; 15%


Deming proposed his so-called 85-15 rule, which means when things go wrong, there is an 85% chance that the system is at fault, and only a 15% chance that the individual worker is at fault.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	122.
	Joseph Juran defined quality as ________, which meant that a product or service should satisfy a customer's real needs. 
 

	A. 
	value orientation



	B. 
	fitness for use



	C. 
	need fulfillment



	D. 
	functional capacity



	E. 
	feature superiority


Another pioneer with Deming in Japan's quality revolution was Joseph M. Juran, who defined quality as "fitness for use." By this he meant that a product or service should satisfy a customer's real needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	123.
	The comprehensive approach dedicated to continuous quality improvement, training, and customer satisfaction is known as 
 

	A. 
	quality rating.



	B. 
	quality assurance.



	C. 
	reengineering.



	D. 
	quality control.



	E. 
	total quality management.


Total quality management (TQM) is a comprehensive approach, led by top management and supported throughout the organization, dedicated to continuous quality improvement, training, and customer satisfaction.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 1 Easy
Topic: Quality-Management Viewpoint
 



	124.
	Which of the following is not a component of TQM? 
 

	A. 
	Use accurate standards to identify and eliminate problems.



	B. 
	Urge employees to strive for "zero defects."



	C. 
	Make continuous improvement a priority.



	D. 
	Get every employee involved.



	E. 
	Listen to and learn from customers and employees.


The four components of TQM are as follows: 1. Make continuous improvement a priority. 2. Get every employee involved. 3. Listen to and learn from customers and employees. 4. Use accurate standards to identify and eliminate problems. Zero defects is a quality assurance concept.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	125.
	The term learning organization was coined by 
 

	A. 
	Shewart.



	B. 
	Deming.



	C. 
	Juran.



	D. 
	Senge.



	E. 
	Mayo.


Learning organizations, says Massachusetts Institute of Technology professor Peter Senge, who coined the term, are places "where people continually expand their capacity to create the results they truly desire, where new and expansive patterns of thinking are nurtured, where collective aspiration is set free, and where people are continually learning how to learn together."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 1 Easy
Topic: The Learning Organization in an Era of Accelerated Change
 



	126.
	Organizations that actively create, acquire, and transfer knowledge within themselves and are able to modify their behavior to reflect this new knowledge are called __________ organizations. 
 

	A. 
	Hawthorne



	B. 
	information



	C. 
	Theory Y



	D. 
	TQM



	E. 
	learning


A learning organization is an organization that actively creates, acquires, and transfers knowledge within itself and is able to modify its behavior to reflect new knowledge.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 1 Easy
Topic: The Learning Organization in an Era of Accelerated Change
 



	127.
	Managers at Montaigne Prefecture Glass needed to take some important steps to get out ahead of the growing competition. Recently, new talent had been hired, the training and development budget had been doubled, and cross-functional teams were added to improve information flow. It appears that Montaigne is attempting to become a ______ organization. 
 

	A. 
	closed system



	B. 
	Theory Y



	C. 
	contingency



	D. 
	learning



	E. 
	virtual


A learning organization is an organization that actively creates, acquires, and transfers knowledge within itself and is able to modify its behavior to reflect new knowledge. It can acquire knowledge by hiring new talent when needed, and devoting significant resources to training. Transferring knowledge can be improved by reducing barriers to information sharing.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 3 Hard
Topic: The Learning Organization in an Era of Accelerated Change
 



	128.
	Travis, an accounting manager at a hospital equipment company, has just attended software training where he learned new processes that could benefit his staff. On the plane home he began planning how he would train everyone in order to help the department reach its goals. Travis's approach is most characteristic of what type of organization? 
 

	A. 
	A bureaucratic organization.



	B. 
	An operations research organization.



	C. 
	A systems organization.



	D. 
	A management science organization.



	E. 
	A learning organization.


A learning organization is an organization that actively creates, acquires, and transfers knowledge within itself and is able to modify its behavior to reflect new knowledge. It can acquire knowledge by devoting significant resources to training. Transferring knowledge can be improved by reducing barriers to information sharing.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 3 Hard
Topic: The Learning Organization in an Era of Accelerated Change
 



	129.
	Scott works for an organization that describes itself as a "learning organization." As a manager, which of the following actions is Scott most likely to take while working for this organization? 
 

	A. 
	Scott encourages his employees to work alone and attempt to fix problems themselves for maximum efficiency.



	B. 
	Scott likes to promote from within because those folks know how "it has always been done."



	C. 
	Scott avoids the high costs of training and development since his employees are already familiar with standard procedures.



	D. 
	Scott puts all of his time into running his part of the organization, and feels that reading trade journals is a big time waster.



	E. 
	When Scott needs another employee, he deliberately looks for someone who will bring something new to the organization.


A learning organization is an organization that actively creates, acquires, and transfers knowledge within itself and is able to modify its behavior to reflect new knowledge. One of the ways to create and acquire knowledge is to hire new talent and expertise when needed.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 3 Hard
Topic: The Learning Organization in an Era of Accelerated Change
 



	130.
	To create a learning organization, managers must perform three key functions or roles: build a commitment to learning, work to generate ideas with impact, and 
 

	A. 
	minimize stress with positive talk.



	B. 
	be fair to employees.



	C. 
	stir conflict before implementing new ideas.



	D. 
	work to generalize ideas with impact.



	E. 
	work to create chaos to generate new ideas.


To create a learning organization, managers must perform three key functions or roles: (1) build a commitment to learning, (2) work to generate ideas with impact, and (3) work to generalize ideas with impact.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 2 Medium
Topic: The Learning Organization in an Era of Accelerated Change
 



	131.
	Which of the following is most likely to help build a learning organization? 
 

	A. 
	Direct staff to avoid failure at all costs.



	B. 
	Create chaos to support new-idea generation.



	C. 
	Restrict training to save expenses and improve the balance sheet.



	D. 
	Encourage heated debates on every proposed idea.



	E. 
	Create a psychologically safe environment.


To create a learning organization, managers must perform three key functions or roles: (1) build a commitment to learning, (2) work to generate ideas with impact, and (3) work to generalize ideas with impact. To generalize ideas with impact the staff can create a psychologically safe and comforting environment that increases the sharing of successes, failures, and best practices.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 2 Medium
Topic: The Learning Organization in an Era of Accelerated Change
 


 

Essay Questions
 
	132.
	How is management both an art and a science? 
 

Intuition, judgment, and experience are part of the successful mix of effective management. These factors are more "art" than science, and may exist in a manager without actual training in management. However, management also uses the scientific method; it observes and gathers facts, makes decisions based on the facts, makes predictions of future events, and tests the prediction under systematic conditions. These are parts of the "science" of management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	133.
	Why should one study different theoretical perspectives about management? Give at least three reasons. 
 

There are five good reasons for studying theoretical perspectives. The student may give any three of the following: (1) understanding of the present, (2) guide to action, (3) source of new ideas, (4) clues to meaning of your managers' decisions, (5) clues to meaning of outside events.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-01 What's the payoff in studying different management perspectives; both yesterday's and today's?
Level of Difficulty: 2 Medium
Topic: Evolving Viewpoints: How We Got to Today's Management Outlook
 



	134.
	Describe the fundamental ideas underlying the classical viewpoint to management, and give at least one example of a modern practice that has its roots in this view. Compare and contrast its two approaches. 
 

The classical viewpoint is based on the assumption that people are rational. The essence of the classical viewpoint was that work activity was amenable to a rational approach, that through the application of scientific methods, time and motion studies, and job specialization it was possible to boost productivity. The classical viewpoint also led to such innovations as management by objectives and goal setting, as we explain elsewhere.

The two major approaches are the scientific management approach and the administrative approach.

Scientific management emphasized the scientific study of work methods to improve the productivity of individual workers. Two of its chief proponents were Frederick W. Taylor and the team of Frank and Lillian Gilbreth. Taylor used motion studies and suggested using a differential rate system. The Gilbreths expanded on Taylor's motion studies.

Administrative management is concerned with managing the total organization. Among the pioneering theorists were Henri Fayol, who identified the major functions of management, and Max Weber, who advocated five positive bureaucratic features.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-02 If the name of the game is to manage work more efficiently; what can the classical viewpoint teach me?
Level of Difficulty: 2 Medium
Topic: Classical Viewpoint: Scientific and Administrative
 



	135.
	Explain the ideas emphasized by the behavioral viewpoint. List the three phases of development of the behavioral viewpoint and discuss at least one major contribution and its pioneer from each of the first two phases. 
 

The behavioral viewpoint emphasized the importance of understanding human behavior and of motivating employees toward achievement. The three phases include the early behaviorism, the human relations movement, and behavioral science.

Students should describe at least one of the following: The three people who pioneered behavioral theory were Hugo Munsterberg, Mary Parker Follett, and Elton Mayo. Hugo Munsterberg was the first to apply psychology to industry and is called "the father of industrial psychology." Mary Parker Follet believed that organizations should become more democratic, with managers and employees working cooperatives. She anticipated some of today's concepts of "self-managed teams," "worker empowerment," and "interdepartmental teams." Elton Mayo conducted the Hawthorne studies, which demonstrated the Hawthorne effect, in which employees worked harder if they received added attention, if they thought that managers cared about their welfare or that supervisors paid special attention to them.

Students should describe at least one of the following: The two theorists who contributed most to the human relations movement, which proposed that better human relations could increase worker productivity, were Abraham Maslow and Douglas McGregor. Abraham Maslow developed the hierarchy of needs in his research to study motivation. Douglas McGregor developed Theory X versus Theory Y to explain managers' attitudes toward employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-03 To understand how people are motivated to achieve; what can I learn from the behavioral viewpoint?
Level of Difficulty: 2 Medium
Topic: Behavioral Viewpoint: Behaviorism, Human Relations, and Behavioral Science
 



	136.
	Explain the emphasis of the quantitative viewpoint. Describe the two major approaches to this viewpoint. 
 

The quantitative viewpoint emphasizes that mathematically based techniques can help managers be more effective. The two approaches of quantitative management are management science and operations management. Management science focuses on using mathematics to aid in problem solving and decision making. Operations management focuses on managing the production and delivery of an organization's products or services more effectively.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-04 If the manager's job is to solve problems; how might the two quantitative approaches help?
Level of Difficulty: 2 Medium
Topic: Quantitative Viewpoints: Management Science and Operations Management
 



	137.
	Describe the systems viewpoint and provide examples of each of the four associated parts using a real or fictitious company. 
 

The systems viewpoint sees organizations as a system, either open or closed, with inputs, outputs, transformation processes, and feedback.

Inputs are the people, money, information, equipment, and materials required to produce an organization's goods or services. Example: For a jewelry designer—designer, money, artistic talent, gold and silver, tools, marketing expertise.

Transformational processes are the organization's capabilities in management and technology that are applied to converting inputs into outputs. Example: Designer's management skills (planning, organizing, leading, controlling), gold and silver smithing tools and expertise, website for marketing.

Outputs are the products, services, profits, losses, employee satisfaction or discontent, produced by the organization. Example: Gold and silver rings, earrings, bracelets, and the like.

Feedback is the information about the reaction of the environment to the outputs, which affects the inputs. Example: Web customers like African-style designs or dislike imitation Old English designs.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 02-05 How can the exceptional manager be helped by the systems viewpoint?
Level of Difficulty: 3 Hard
Topic: Systems Viewpoint
 



	138.
	Why is the contingency viewpoint important? 
 

The contingency viewpoint is important because it seems to be the most practical of the viewpoints. It addresses problems on a case-by-case basis and varies the solution accordingly.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-06 In the end; is there one best way to manage in all situations?
Level of Difficulty: 2 Medium
Topic: Contingency Viewpoint
 



	139.
	Describe total quality management, and list at least three of the four components of it that are used by organizations to implement it. 
 

Total quality management (TQM) is a comprehensive approach, led by top management and supported throughout the organization, dedicated to continuous quality improvement, training, and customer satisfaction. The four components of TQM are as follows: 1. Make continuous improvement a priority. 2. Get every employee involved. 3. Listen to and learn from customers and employees. 4. Use accurate standards to identify and eliminate problems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-07 Can the quality-management viewpoint offer guidelines for true managerial success?
Level of Difficulty: 2 Medium
Topic: Quality-Management Viewpoint
 



	140.
	What is a learning organization? What competitive advantage do learning organizations hold? 
 

A learning organization is one that actively creates, acquires, and transfers knowledge within itself and is able to modify its behavior to reflect new knowledge. Learning organizations can adapt more quickly to changing conditions in the environment, and bring the knowledge and experience of a wide range of employees to bear on new problems. Organizations must continually learn new things or face obsolescence.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 02-08 Organizations must learn or perish. How do I build a learning organization?
Level of Difficulty: 2 Medium
Topic: The Learning Organization in an Era of Accelerated Change
 




Chapter 03 The Manager's Changing Work Environment & Ethical Responsibilities: Doing the Right Thing Answer Key

 

True / False Questions
 
	1.
	The psychological mechanism of motivated blindness discourages cheating among students. 
 
FALSE
Students know cheating is wrong, but they do it because of psychological mechanisms such as motivated blindness, the tendency to overlook information that works against their best interest.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	2.
	Cheating may be done as a way to redress perceived unfairness. 
 
TRUE
People rationalize cheating with justifications that are mainly personal and emotional, including that cheating seeks to redress perceived unfairness. The urge to cheat may arise from a deep sense of unfairness, such as your sense that other people had special advantages that you did not.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	3.
	Studies show that students who cheat and don't actually do the assigned work are more likely to fail anyway. 
 
TRUE
As the research shows, students who cheat and thus don't actually do the assigned work are more likely to fail anyway.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	4.
	Prior to its natural gas pipeline explosion, Pacific Gas and Electric (PG&E) had an incentive system that encouraged crews to find leaks, which led to steep increases in repair costs. 
 
FALSE
Prior to the explosion, PG&E relied on gas-leak surveys to determine whether transmission pipelines were safe, but the company's incentive system awarded bonuses to supervisors whose crews found fewer leaks and kept repair costs down. Indeed, the company's own internal audit found the incentives actually encouraged crews to produce inaccurate surveys.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	5.
	There are stakeholders in both an organization's internal and its external environments. 
 
TRUE
Stakeholders are the people whose interests are affected by an organization's activities. Figure 3.1 shows that there are both internal and external stakeholders.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	6.
	Only those with an ownership interest in a company are known as stakeholders. 
 
FALSE
Stakeholders are the people whose interests are affected by an organization's activities. Figure 3.1 shows that there are both internal and external stakeholders of many types.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	7.
	Internal stakeholders include the employees of an organization. 
 
TRUE
The internal stakeholders consist of employees, owners, and the board of directors, if any.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	8.
	In a corporation, the chief executive is typically elected by the stockholders of the firm. 
 
FALSE
Who hires the chief executive of a for-profit or nonprofit organization? In a corporation, it is the board of directors, whose members are elected by the stockholders to see that the company is being run according to their interests.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	9.
	Some firms do not have a board of directors. 
 
TRUE
Not all firms have a board of directors. A lawyer, for instance, may operate as a sole proprietor, making all her own decisions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	10.
	In an organization's environment, internal stakeholders include the customers of an organization. 
 
FALSE
Internal stakeholders include employees, owners, and the board of directors. Customers are one of the external stakeholders in the task environment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	11.
	Rafael sits on the board of directors for Pierson Fabrication, Inc., but he is not among the executive leadership of the organization. In fact, he works for an American carmaker. Therefore Rafael is an external stakeholder for Pierson. 
 
FALSE
Internal stakeholders include employees, owners, and the board of directors. Some of the directors on the board (inside directors) may be top executives of the firm. The rest (outside directors) are elected from outside the firm.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	12.
	The two parts of the external environment are the task environment and the socio-political environment. 
 
FALSE
The external environment consists of the task environment and the general environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	13.
	The task environment consists of groups that present workers with daily tasks to handle. 
 
TRUE
The task environment consists of 11 groups that present you with daily tasks to handle.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	14.
	Customers are those who pay to use an organization's goods or services. 
 
TRUE
Customers are those who pay to use an organization's goods or services.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	15.
	Customers have more faith in health insurance companies to handle complaints than they have in apparel outlets. 
 
FALSE
According to a Forrester Research report, 54% of customers think it would be easy to have a customer service issue resolved in clothing and apparel outlets but only 30% think the same in health insurance companies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	16.
	Competitors compete solely for customers and raw materials. 
 
FALSE
Competitors are people or organizations that compete for customers or resources. But among these resources are raw materials and also talented employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	17.
	A supplier is a person or an organization that provides materials or labor to consumers. 
 
FALSE
A supplier is a person or an organization that provides supplies like raw materials, services, equipment, labor, or energy to other organizations, not consumers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	18.
	Far East Chop House is an American restaurant that purchases beef from a Nebraska company that raises Japanese cattle. The Nebraska company would best be described as a distributor for the Far East. 
 
FALSE
A supplier is a person or an organization that provides supplies like raw materials, services, equipment, labor, or energy to other organizations, as the cattle raiser provides beef to the restaurant.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Outside the Organization
 



	19.
	Distributors have been hurt by the rise in popularity of the Internet. 
 
TRUE
The rise in popularity of the Internet has allowed manufacturers of cell phones, for example, to cut out the "middleman," the distributor, and to sell to customers directly.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	20.
	Strategic allies may be organizations that are traditional rivals but combine their efforts to overcome a new competitor or other threat in the environment. 
 
TRUE
Companies, and even nonprofit organizations, frequently link up with other organizations (even competing ones) in order to realize strategic advantages. The term strategic allies describes the relationship of two organizations who join forces to achieve advantages neither can perform as well alone.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	21.
	When the independent, high-end U.S. Grant hotel in downtown San Diego joined Starwood's Luxury Collection of hotels to gain "worldwide exposure," it was an example of a distributor relationship. 
 
FALSE
Recently, high-end independent hotels have become affiliated with chains as strategic allies because chains can buy supplies for less, and they have more far-reaching sales channels. The 97-year-old U.S. Grant in downtown San Diego, for example, joined Starwood's Luxury Collection in 2005 to gain "worldwide exposure," according to a hotel spokesperson.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	22.
	External stakeholders include labor unions. 
 
TRUE
Labor unions are employee organizations that are among the 11 groups that are external stakeholders in the task environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	23.
	The percentage of the labor force represented by unions has steadily increased since the 1950s. 
 
FALSE
In recent years, the percentage of the labor force represented by unions has steadily declined (from 35% in the 1950s to 11.8% in 2011). Indeed, most union members are now government employees, and private-sector unionization, mainly because of recession-related job losses in manufacturing and construction, has fallen off.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	24.
	For established companies, financial institutions are not external stakeholders. 
 
FALSE
Established companies still often need loans to tide them over when revenues are down or to finance expansion.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	25.
	Government regulators are regulatory agencies that establish ground rules under which organizations may operate. 
 
TRUE
Government regulators are regulatory agencies that establish ground rules under which organizations may operate.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	26.
	To a commercial airline, the Federal Aviation Agency (FAA) is an example of a stakeholder. 
 
TRUE
The FAA is a stakeholder in an airline's external environment, more particularly its task environment. For example, it specifies how far planes must stay apart to prevent midair collisions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	27.
	The National Rifle Association is an example of a government regulator. 
 
FALSE
Special-interest groups are groups whose members try to influence specific issues, some of which may affect your organization. Examples are Mothers Against Drunk Driving, the National Organization for Women, and the National Rifle Association.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	28.
	In business, the extended environment is another name for general environment. 
 
FALSE
The general environment is also called the macroenvironment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	29.
	The mass media is part of an organization's general environment. 
 
FALSE
The general environment, or macroenvironment, which includes six forces: economic, technological, sociocultural, demographic, political-legal, and international. Mass media is part of the task environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	30.
	As a manager, you cannot control the forces in the general environment. 
 
TRUE
You may be able to control some forces in the task environment, but you can't control those in the general environment. Nevertheless, they can profoundly affect your organization's task environment without your knowing it, springing nasty surprises on you.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	31.
	Factors such as unemployment conditions and interest rates would be considered part of demographic forces in an organization's general environment. 
 
FALSE
Economic forces consist of the general economic conditions and trends like unemployment, inflation, interest rates, economic growth that may affect an organization's performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	32.
	An interest in health and fitness leading to a boost in sales of athletic shoes demonstrates a sociocultural force. 
 
TRUE
Sociocultural forces are influences and trends originating in a country's, a society's, or a culture's human relationships and values that may affect an organization. For example, the interest in health and fitness led to a decline in sales of cigarettes, whiskey, red meat, and eggs. And it led to a boost in sales of athletic shoes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	33.
	Demographic forces include influences on an organization arising from changes in the characteristics of a population, such as age or ethnic origin. 
 
TRUE
Demographic forces are influences on an organization arising from changes in the characteristics of a population, such as age, gender, or ethnic origin.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	34.
	Political-legal forces are changes in the economic, political, legal, and technological global system that may affect an organization. 
 
FALSE
International forces are changes in the economic, political, legal, and technological global system that may affect an organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Outside the Organization
 



	35.
	The economic integration of the European Union can best be considered part of the economic forces. 
 
FALSE
International forces are changes in the economic, political, legal, and technological global system that may affect an organization. The economic integration of the European Union is part of the international forces.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	36.
	A situation in which you have to decide whether to pursue a course of action that may benefit you or your organization but that is unethical or even illegal is called a moral challenge. 
 
FALSE
An ethical dilemma is a situation in which you have to decide whether to pursue a course of action that may benefit you or your organization but that is unethical or even illegal.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	37.
	The standards of right and wrong that influence behavior are called ethics. 
 
TRUE
Ethics are the standards of right and wrong that influence behavior.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	38.
	Ethical behavior is defined as a behavior that creates the greatest good for the greatest number of people. 
 
FALSE
Ethical behavior is behavior that is accepted as "right" as opposed to "wrong" according to one's standards. Ethical behavior in the utilitarian approach is guided by what will result in the greatest good for the greatest number of people.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	39.
	Values are the relatively permanent and deeply held underlying beliefs and attitudes that help determine a person's behavior. 
 
TRUE
Values are the relatively permanent and deeply held underlying beliefs and attitudes that help determine a person's behavior.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	40.
	An organization's value system stressing financial performance may conflict with its value system stressing cohesion among employees. 
 
TRUE
Organizations may have two important value systems that can conflict: (1) the value system stressing financial performance versus (2) the value system stressing cohesion and solidarity in employee relationships.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	41.
	A moral-rights approach to ethical behavior taken by a manager would often result in her performing a "cost-benefit" analysis. 
 
FALSE
A utilitarian approach is guided by what will result in the greatest good for the greatest number of people. Thus, a "cost-benefit" analysis is a utilitarian approach.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	42.
	The flaw in the individual approach is that what results in the individual's best interests is not always what is in everyone's interest long term. 
 
TRUE
The assumption in the individual approach is that you will act ethically in the short run to avoid others harming you in the long run. The flaw here, however, is that one person's short-term self-gain may not, in fact, be good for everyone in the long term.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	43.
	Human trafficking is unethical according to the moral-rights approach. 
 
TRUE
Ethical behavior in the moral-rights approach is guided by respect for the fundamental rights of human beings, such as those expressed in the U.S. Constitution's Bill of Rights. Here, denying people the right to life, liberty, privacy, health and safety, and due process is unethical.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	44.
	The approach to ethical behavior that is guided by respect for fairness and equity is the integrity approach. 
 
FALSE
Ethical behavior in the justice approach is guided by respect for impartial standards of fairness and equity.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	45.
	The Sarbanes-Oxley Act was a response by Congress to an array of high-profile U.S. business scandals at the beginning of the 21st century. 
 
TRUE
At the beginning of the 21st century, U.S. business erupted in an array of scandals represented in such names as Enron, WorldCom, Tyco, and Adelphia, and their chief executives went to prison on various fraud convictions. Executives' deceits generated a great deal of public outrage, as a result of which Congress passed the Sarbanes-Oxley Act.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	46.
	Using cash from newer investors to pay off older ones is known as a Kohlberg scheme. 
 
FALSE
A Ponzi scheme is using cash from newer investors to pay off older ones.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	47.
	The first stage of personal moral development is known as the conventional level. 
 
FALSE
Psychologist Laurence Kohlberg has proposed three levels of personal moral development: preconventional, conventional, and postconventional. At level 1, preconventional, people follow rules.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	48.
	Personality tests can be used to identify potentially dishonest people before they are hired. 
 
TRUE
Companies try to screen out dishonest, irresponsible employees by checking applicants' résumés and references. Some also use personality tests and integrity testing to identify potentially dishonest people.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	49.
	The purpose of a code of ethics is to state an organization's expectations for the behavior of all its external stakeholders. 
 
FALSE
A code of ethics consists of a formal written set of ethical standards guiding an organization's actions. The purpose is to clearly state top management's expectations for all employees.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	50.
	Ethics training can enhance high ethical standards in the workplace, even when a company has of a strong code of ethics. 
 
TRUE
Human resources professionals indicate that by clarifying expectations, ethics training may reduce unethical behavior.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	51.
	In some cases, the IRS financially rewards whistle-blowers. 
 
TRUE
In some cases, whistle-blowers may receive a reward; the IRS, for instance, is authorized to pay tipsters rewards as high as 30% in cases involving large amounts of money.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	52.
	Corporate social responsibility (CSR) is the notion that corporations are expected to create a positive and enriching environment for employees. 
 
FALSE
Corporate social responsibility (CSR) is the notion that corporations are expected to go above and beyond following the law and making a profit to be a good corporate citizen and benefit interests of society.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 1 Easy
Topic: The Social Responsibilities Required of You as a Manager
 



	53.
	Herman Miller, maker of office furniture, practices corporate social responsibility through sustainability efforts. 
 
TRUE
There are all kinds of ways by which corporate social responsibility is expressed. A big challenge for manufacturing companies is sustainability, which means meeting the needs of the present without compromising the ability of future generations to meet their own needs. Herman Miller has vowed not to produce landfill waste, hazardous waste, or manufacturing emissions and to rely completely on "green energy" by 2020.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	54.
	According to Milton Friedman, the social justification of a business's existence is in its benefit to stockholders, creation of jobs, and expansion of the economy. 
 
TRUE
Friedman represents the view that, as he said, "The social responsibility of business is to make profits." That is, unless a company focuses on maximizing profits, it will become distracted and fail to provide goods and services, benefit the stockholders, create jobs, and expand economic growth, which amount to the real social justification for the firm's existence.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	55.
	Using in-name-only offshore headquarters to minimize U.S. tax burdens is an example of corporate social responsibility. 
 
FALSE
The view against CSR would presumably support the efforts of companies to set up headquarters in name only in offshore Caribbean tax havens (while keeping their actual headquarters in the United States) in order to minimize their tax burden.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	56.
	Ethical responsibility is at the top of Carroll's corporate social responsibility pyramid. 
 
FALSE
Philanthropic responsibility is at the top of the CSR pyramid (see Figure 3.2).


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	57.
	Philanthropy means making charitable donations to benefit humankind. 
 
TRUE
Philanthropic responsibility is at the top of the CSR pyramid (see Figure 3.2).


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 1 Easy
Topic: The Social Responsibilities Required of You as a Manager
 



	58.
	Andrew Carnegie, steel magnate and supporter of free libraries, is an example of a philanthropist. 
 
TRUE
"He who dies rich dies thus disgraced," 19th-century steel magnate Andrew Carnegie is supposed to have said, after he turned his interests from making money to philanthropy, making charitable donations to benefit humankind. Carnegie became well known as a supporter of free libraries.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	59.
	The majority of American adults are likely to purchase from companies with ethical business practices only if their prices are not higher. 
 
FALSE
A survey of 2,037 adults found that 72% would prefer to purchase products and services from a company with ethical business practices and higher prices compared with 18% who would prefer to purchase from a company with questionable business practices and lower prices.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	60.
	It is still unclear whether ethical behavior and social responsibility give an organization a competitive advantage. 
 
FALSE
Ethical behavior and social responsibility are more than just admirable ways of operating. Evidence supports that they give an organization a clear competitive advantage.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	61.
	Having a Board of Directors whose outside membership is chosen by the CEO or works closely with the company itself strengthens corporate governance. 
 
FALSE
Corporate governance is the system of governing a company so that the interests of corporate owners and other stakeholders are protected. If the outside directors have been handpicked by the CEO because they are friends, because they have a business relationship with the firm, or because they supposedly "know the industry," the board of directors may fail to be tough on the CEO when he or she asks for leeway to pursue certain policies. Better separation results in stronger corporate governance.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 2 Medium
Topic: Corporate Governance
 



	62.
	Shareholders of Chesapeake Energy sued the company, demanding corporate governance reforms. 
 
TRUE
Big shareholders sued Chesapeake for what they considered an irresponsibly generous 2008 compensation package to McClendon and demanded that the company overhaul its compensation practices. In the resulting settlement, the company agreed to some compensation and corporate governance reforms, including the hiring of an independent compensation consultant and a majority vote for election of board members and a so-called lead independent director.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 2 Medium
Topic: Corporate Governance
 


 

Multiple Choice Questions
 
	63.
	The "holier than thou" effect has been cited as a psychological mechanism that may result in 
 

	A. 
	a lack of innovation.



	B. 
	increased training costs.



	C. 
	decreased diversity.



	D. 
	cheating.



	E. 
	poor customer service.


Cheating arises from several psychological mechanisms, among them the "holier-than-thou" effect. Many of us have this excessively favorable bias about ourselves, in which "people tend to be overly optimistic about their own abilities and fortunes—to overestimate their standing in class, their discipline, and their sincerity."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	64.
	Personal and emotional justifications for ________ include its usefulness as a shortcut and it being a way to redress perceived unfairness. 
 

	A. 
	a utilitarian approach



	B. 
	deceptive advertising



	C. 
	cheating



	D. 
	whistle-blowing



	E. 
	a lack of corporate governance


People rationalize cheating with justifications that are mainly personal and emotional, including that cheating provides useful shortcuts, and it arises as a way to redress perceived unfairness.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	65.
	Which of the following is believed to have contributed to the Pacific Gas and Electric natural gas pipeline explosion in 2010? 
 

	A. 
	Inspection crew incentives that encouraged false reporting.



	B. 
	Undetected earthquake damage.



	C. 
	Illegal field practices by construction crews.



	D. 
	Lack of a formal code of ethics.



	E. 
	Sabotage by a competitor.


PG&E relied on gas-leak surveys to determine whether transmission pipelines were safe, but the company's incentive system awarded bonuses to supervisors whose crews found fewer leaks and kept repair costs down. Indeed, the company's own internal audit found the incentives actually encouraged crews to produce inaccurate surveys.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	66.
	An organization's board of directors is part of its ______ environment. 
 

	A. 
	internal



	B. 
	uncontrollable



	C. 
	external



	D. 
	task



	E. 
	general


The internal stakeholders consist of employees, owners, and the board of directors, if any.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	67.
	Distributors are part of the ______ environment of organizations. 
 

	A. 
	alliance



	B. 
	task



	C. 
	sociopolitical



	D. 
	general



	E. 
	internal


Distributors are part of an organization's task environment, and therefore one of its external stakeholders.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	68.
	Demographic forces are part of the __________ environment of organizations. 
 

	A. 
	internal



	B. 
	mechanical



	C. 
	controllable



	D. 
	task



	E. 
	general


Demographic forces are part of an organization's general environment, and therefore one of its external stakeholders.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	69.
	Employees at Zachary's Chicago Pizza in California can purchase company stock and thus become owners through a device called 
 

	A. 
	a trustees arrangement.



	B. 
	participative management.



	C. 
	bond sharing.



	D. 
	an employee stock ownership plan.



	E. 
	profit sharing.


Zachary's Chicago Pizza, based in Oakland, California, uses a device known as an Employee Stock Ownership Plan, in which employees buy company stock in order to become owners.
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Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	70.
	The group important in setting the organization's overall strategic goals and for approving major decisions and salaries of top management is known as 
 

	A. 
	employees.



	B. 
	stockholders.



	C. 
	the board of directors.



	D. 
	investors.



	E. 
	intrapreneurs.


Members of the board of directors are very important in setting the organization's overall strategic goals and in approving the major decisions and salaries of top management.
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Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	71.
	Which of the following is an example of an internal stakeholder of an organization? 
 

	A. 
	A local news station.



	B. 
	The distributor for one of the finished products.



	C. 
	A newly formed union.



	D. 
	The largest stockholder of the company.



	E. 
	The suppliers of raw materials for one of the products.


The internal stakeholders consist of employees, owners, and the board of directors, if any.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	72.
	People who can claim an organization as their legal property are called 
 

	A. 
	owners.



	B. 
	the board of directors.



	C. 
	financial institutions.



	D. 
	customers.



	E. 
	employees.


The owners of an organization consist of all those who can claim it as their legal property.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	73.
	As part of his overall stock portfolio, Jason bought a few shares of Facebook. In this context, he would best be described as ______ of Facebook. 
 

	A. 
	being part of the task environment



	B. 
	an internal stakeholder



	C. 
	an economic force



	D. 
	being part of the general environment



	E. 
	a member of the board of directors


Purchasing even a few shares of stock makes Jason an owner, and thus he is an internal stakeholder.


 
	AACSB: Analytic
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Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	74.
	Which of the following is an example of an external stakeholder for the department store chain Macy's? 
 

	A. 
	A member of the Macy's board of directors.



	B. 
	A customer who purchases a mattress at Macy's.



	C. 
	A sales associate at Macy's.



	D. 
	Owners of Macy's stock.



	E. 
	The CEO of Macy's.


The external task environment consists of 11 groups that present the organization with daily tasks to handle including customers. The other choices are part of the internal environment of Macy's.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	75.
	______ are in an organization's external task environment. 
 

	A. 
	Employees



	B. 
	International forces



	C. 
	Owners



	D. 
	Lenders



	E. 
	Demographic forces


The external task environment consists of 11 groups that present the organization with daily tasks to handle including lenders.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	76.
	A florist should consider the grocery store chain Kroger to be a ________ because consumers are able to purchase the same products at Kroger stores as it sells in its own. 
 

	A. 
	customer



	B. 
	strategic ally



	C. 
	supplier



	D. 
	distributor



	E. 
	competitor


Every organization has to be actively aware of its competitors. Florist shops and delicatessens must be aware that customers can buy the same products at Safeway or Kroger.


 
	AACSB: Analytic
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Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	77.
	A U.S. paper mill purchases wood from a Canadian logging company to make wood pulp in its production of paper, so in this case the logging company is a 
 

	A. 
	customer.



	B. 
	strategic ally.



	C. 
	supplier.



	D. 
	distributor.



	E. 
	special-interest group.


A supplier is a person or an organization that provides supplies like raw materials, services, equipment, labor, or energy to other organizations.
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Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	78.
	Amazon.com maintains an easy-to-use website, has an accessible service phone number, and offers an inexpensive annual shipping fee primarily in an effort to serve which stakeholders? 
 

	A. 
	Distributors



	B. 
	Strategic allies



	C. 
	Government regulators



	D. 
	Financial institutions



	E. 
	Customers


Amazon.com founder and CEO Jeff Bezos is "obsessed," in his words, with what he calls "the customer experience," and attributes his success to various tactics he has used to enhance it.
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Level of Difficulty: 2 Medium
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	79.
	A __________ is a person or organization that helps another organization sell its goods and services to customers. 
 

	A. 
	financier



	B. 
	supplier



	C. 
	strategic ally



	D. 
	distributor



	E. 
	special-interest group


A distributor is a person or an organization that helps another organization sell its goods and services to customers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	80.
	For convenience, you purchase tickets to see the Black Keys through StubHub rather than from the venue itself. In this case, StubHub acts as a 
 

	A. 
	strategic ally.



	B. 
	supplier.



	C. 
	repackager.



	D. 
	special-interest group.



	E. 
	distributor.


A distributor is a person or an organization that helps another organization sell its goods and services to customers. Tickets to artists' performances might be sold to you directly by the concert hall, but they are also sold through such distributors as StubHub.


 
	AACSB: Analytic
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Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	81.
	Two organizations who join forces to achieve advantages neither can perform as well alone would be called 
 

	A. 
	union partners.



	B. 
	strategic allies.



	C. 
	distributors.



	D. 
	special interests.



	E. 
	regulatory institutions.


The term strategic allies describes the relationship of two organizations who join forces to achieve advantages neither can perform as well alone.
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	82.
	A large athletic shoe company has agreed to work with a smaller company that has a new line of athletic clothing since the bigger firm does not have a similar offering and the smaller firm has limited experience in marketing and distribution. The two firms could be described as 
 

	A. 
	union partners.



	B. 
	strategic allies.



	C. 
	distributors.



	D. 
	special interests.



	E. 
	regulatory institutions.


The term strategic allies describes the relationship of two organizations who join forces to achieve advantages neither can perform as well alone. In this case the two companies have agreed to work together on a new line of athletic clothing.


 
	AACSB: Analytic
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Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	83.
	In labor disputes, hourly workers are typically represented by ________, while salaried workers are represented by professional associations. 
 

	A. 
	special-interest groups



	B. 
	government regulators



	C. 
	mass media



	D. 
	unions



	E. 
	financial institutions


As a rule of thumb, labor unions (such as the United Auto Workers or the Teamsters Union) tend to represent hourly workers; professional associations (such as the National Education Association or the Newspaper Guild) tend to represent salaried workers. Both are employee organizations that are in an organization's task environment.
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Level of Difficulty: 2 Medium
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	84.
	________ are stakeholders of organizations because they rely on the tax base companies help create, as well as their employee payrolls, to thrive. 
 

	A. 
	Special-interest groups



	B. 
	Government regulators



	C. 
	Mass media



	D. 
	Local communities



	E. 
	Financial institutions


Local communities are obviously important stakeholders. Schools and municipal governments rely on the organization for their tax base. Families and merchants depend on its employee payroll for their livelihoods. In addition, everyone from the United Way to the Little League may rely on it for some financial support.


 
	AACSB: Analytic
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Level of Difficulty: 2 Medium
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	85.
	A state government offered a German solar research company a tax break if it located its U.S. headquarters in that state because of the new jobs that would be created. Unfortunately, problems occurred, resulting in little company growth and few new jobs. As a result, the state instituted a ______ by rescinding the tax breaks. 
 

	A. 
	clawback



	B. 
	reallocation



	C. 
	tax amendment



	D. 
	reformation



	E. 
	levy turnabout


If a community gives a company tax breaks in return for the promise of new jobs and the firm fails to do so, the community may do clawbacks, which means rescinding the tax breaks when firms don't deliver promised jobs.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	86.
	Last summer a representative of OSHA, the agency responsible for enforcing health and safety regulations, visited one of Emilio's construction sites and his company, Gutierrez Construction, was fined for several violations. To this company, OSHA represents a ______, part of an organizations' ______. 
 

	A. 
	special-interest group; task environment



	B. 
	government regulator; general environment



	C. 
	political-legal force; general environment



	D. 
	special-interest group; external environment



	E. 
	government regulator; task environment


Government regulators such as OSHA are regulatory agencies that establish ground rules under which organizations may operate. These regulators are part of the task environment, the groups that present the organization with daily tasks to handle.


 
	AACSB: Analytic
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Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	87.
	After the disastrous oil spill in the gulf, many consumers decided to avoid BP products, many even joining a popular "Boycott BP" Facebook page. Stuart runs an independent BP gas station in Louisiana and his business suffered from this consumer response. In this instance, boycotters would be considered a ______, part of the gas station's ______ environment. 
 

	A. 
	special-interest group; task



	B. 
	local community; task



	C. 
	demographic force; general



	D. 
	sociocultural force; task



	E. 
	local community; general


Special-interest groups are groups whose members try to influence specific issues, some of which may affect your organization. One tactic they may use is to organize picketing and boycotts by holding back their patronage of certain companies, as these boycotters did of BP.


 
	AACSB: Analytic
Blooms: Apply
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Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	88.
	Which of the following statements about the mass media is true? 
 

	A. 
	Johnson & Johnson, maker of Tylenol, has an unblemished record when it comes to successful media strategy during a crisis.



	B. 
	The power and the reach of mass media are declining.



	C. 
	In a crisis, the media should be used to communicate frequently and honestly with the public.



	D. 
	Very few companies feel the need to have public-relations people to communicate with the press.



	E. 
	Only top-level executives need special instruction on how to deal with the media.


A big part of Johnson & Johnson's successful strategy during the 1982 crisis was communicating honestly and frequently through the media. Since then, it abandoned its own strategy and was not very forthcoming in its communications with the media during the recalls of 2010.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
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	89.
	The general environment of an organization is also known as its 
 

	A. 
	forcefield.



	B. 
	macroenvironment.



	C. 
	global sphere of influence.



	D. 
	task environment.



	E. 
	control climate.


Beyond the task environment is the general environment, or macroenvironment, which includes six forces: economic, technological, sociocultural, demographic, political-legal, and international.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	90.
	Inflation is an example of ______ forces in an organization's general environment. 
 

	A. 
	economic



	B. 
	technological



	C. 
	political-legal



	D. 
	sociocultural



	E. 
	demographic


Economic forces consist of the general economic conditions and trends like unemployment, inflation, interest rates, economic growth that may affect an organization's performance.


 
	AACSB: Analytic
Blooms: Remember
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Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	91.
	The music industry has been changed dramatically by consumers' ability to download songs from the Internet. This is an example of ______ forces in an organization's ______ environment. 
 

	A. 
	technological; task



	B. 
	economic; general



	C. 
	sociocultural; general



	D. 
	technological; general



	E. 
	economic; task


Technological forces are new developments in methods for transforming resources into goods or services. They are part of the organization's general environment.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Inside the Organization
 



	92.
	________ forces are influences and trends originating in human relationships and values that may affect an organization. 
 

	A. 
	Sociocultural



	B. 
	Special-interest



	C. 
	Demographic



	D. 
	Political-legal



	E. 
	Media


Sociocultural forces are influences and trends originating in a country's, a society's, or a culture's human relationships and values that may affect an organization.


 
	AACSB: Analytic
Blooms: Remember
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Level of Difficulty: 1 Easy
Topic: The Community of Stakeholders Inside the Organization
 



	93.
	The American epidemic of obesity among U.S. youth is an example of which external force? 
 

	A. 
	Sociocultural



	B. 
	Special interest



	C. 
	Demographic



	D. 
	Political-legal



	E. 
	Media


The U.S. obesity rate is one of those sociocultural forces capable of altering entire industries.
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Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	94.
	Which of the following is considered a demographic force? 
 

	A. 
	Integration of the European Union



	B. 
	An increase in multigenerational households



	C. 
	Interest in healthy living



	D. 
	A well-developed legal system



	E. 
	Rising unemployment rates


Recent demographic changes include: marriage rates are down, more couples are marrying later, black-white and same-sex marriages are increasing, women are having fewer babies, divorce is declining, secularism (being nonreligious) is up, more households are multigenerational, and the percentage of people living in rural areas is the lowest ever.
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	95.
	American companies may be more willing to sue competitors to gain competitive advantage than those in other countries, which is an example of which type of force? 
 

	A. 
	Special interest



	B. 
	Economic



	C. 
	Sociocultural



	D. 
	Political-legal



	E. 
	Demographic


Political-legal forces are changes in the way politics shape laws and laws shape the opportunities for and threats to an organization. As for legal forces, some countries have more fully developed legal systems than others. American companies may be more willing to use the legal system to advance their interests, as in suing competitors to gain competitive advantage.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	96.
	Which of these is a situation in which you have to decide whether to pursue a course of action that may benefit you or your organization but that is unethical or even illegal? 
 

	A. 
	Ethics question



	B. 
	Ethical behavior



	C. 
	Moral decision



	D. 
	Ethical dilemma



	E. 
	Morality situation


An ethical dilemma is a situation in which you have to decide whether to pursue a course of action that may benefit you or your organization but that is unethical or even illegal.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	97.
	Jack is working overseas, and has been asked by a superior to present a government official with a cash payment in order to secure a contract. This makes Jack uncomfortable since he does not feel it is right, yet he worries about upsetting his boss. Jack is facing 
 

	A. 
	political-legal trends.



	B. 
	an ethical dilemma.



	C. 
	a moral-rights approach by his boss.



	D. 
	an idealistic situation.



	E. 
	sociocultural trends.


An ethical dilemma is a situation in which you have to decide whether to pursue a course of action that may benefit you or your organization but that is unethical or even illegal.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 3 Hard
Topic: The Ethical Responsibilities Required of You as a Manager
 



	98.
	Standards of right and wrong that influence behavior are known as 
 

	A. 
	ethics.



	B. 
	morals.



	C. 
	a value system.



	D. 
	ethical behavior.



	E. 
	values.


Ethics are the standards of right and wrong that influence behavior.
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Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	99.
	Fairness in hiring practices is an example of an organization's 
 

	A. 
	cost-benefit analysis.



	B. 
	morality.



	C. 
	competitive advantage.



	D. 
	long-term interests.



	E. 
	values.


Values are the relatively permanent and deeply held underlying beliefs and attitudes that help determine a person's behavior, such as the belief that fairness means hiring according to ability, not family background.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	100.
	In considering a large-scale layoff, a manager performs a cost-benefit analysis and determines that profits will be greatest if she proceeds. She is using the ______ approach to guide her decision regarding an ethical dilemma. 
 

	A. 
	individual



	B. 
	responsibility



	C. 
	utilitarian



	D. 
	moral-rights



	E. 
	justice


Ethical behavior in the utilitarian approach is guided by what will result in the greatest good for the greatest number of people. Managers often take the utilitarian approach, using financial performance such as efficiency and profit as the best definition of what constitutes "the greatest good for the greatest number."


 
	AACSB: Ethics
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Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 3 Hard
Topic: The Ethical Responsibilities Required of You as a Manager
 



	101.
	The individual approach is guided by what will result in the individual's ________ best interests, which ultimately are in everyone's self-interest. 
 

	A. 
	shared



	B. 
	immediate



	C. 
	credible



	D. 
	long-term



	E. 
	observable


Ethical behavior in the individual approach is guided by what will result in the individual's best long-term interests, which ultimately are in everyone's self-interest. The assumption here is that you will act ethically in the short run to avoid others harming you in the long run.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	102.
	Issues like privacy, health and safety, and due process that are described as basic rights are typically tied to which of the following approaches to deciding ethical dilemmas? 
 

	A. 
	Utilitarian



	B. 
	Justice



	C. 
	Individual



	D. 
	Liberty



	E. 
	Moral rights


Ethical behavior in the moral-rights approach is guided by respect for the fundamental rights of human beings, such as those expressed in the U.S. Constitution's Bill of Rights. We would all tend to agree that denying people the right to life, liberty, privacy, health and safety, and due process is unethical.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	103.
	Aaron is a manager at a local live music venue. He is developing a new online system for advance ticket sales. Some of the shows have been so popular that tickets sell out quickly and regular patrons have complained that with a slow Internet connection they have no chance to purchase. In an effort to be fair to all prospective customers, Aaron is using what approach to ethical behavior? 
 

	A. 
	Utilitarian



	B. 
	Individual



	C. 
	Moral-rights



	D. 
	Justice



	E. 
	Environmental


The justice approach is guided by respect for impartial standards of fairness and equity.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 3 Hard
Topic: The Ethical Responsibilities Required of You as a Manager
 



	104.
	______ is the illegal buying or selling of a company's stock by people using confidential company information. 
 

	A. 
	A whistle-blower



	B. 
	Stock exploitation



	C. 
	Insider trading



	D. 
	Tip abuse



	E. 
	A Ponzi scheme


Insider trading is the illegal trading of a company's stock by people using confidential company information.


 
	AACSB: Ethics
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Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	105.
	The Sarbanes-Oxley Act of 2002 requires that a company's chief executive officer and chief financial officer must comply with which of the following? 
 

	A. 
	Open personal lines of credit.



	B. 
	Hire an ethics officer.



	C. 
	Set procedures and guidelines for the board of directors.



	D. 
	Hire a diversity officer.



	E. 
	Personally certify financial reports.


Administered by the SEC, SarbOx requires a company's chief executive officer and chief financial officer to personally certify the organization's financial reports, prohibits them from taking personal loans or lines of credit, and makes them reimburse the organization for bonuses and stock options when required by restatement of corporate profits.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	106.
	Eliza is a new manager, and she frequently feels it necessary to threaten her employees with a variety of punishments in order to get them to follow the rules. The level of personal moral development at which Eliza is operating is the ______ level according to Kohlberg. 
 

	A. 
	conventional



	B. 
	unconventional



	C. 
	preconventional



	D. 
	postconventional



	E. 
	reconventional


Kohlberg has proposed three levels of personal moral development: preconventional, conventional, and postconventional. At level 1, the preconventional level, managers would be autocratic or coercive, and expect employees to be obedient for obedience's sake.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 3 Hard
Topic: The Ethical Responsibilities Required of You as a Manager
 



	107.
	Only about a fifth of American managers reach which level of personal moral development? 
 

	A. 
	Internalized



	B. 
	Postconventional



	C. 
	Expectational



	D. 
	Enlightened



	E. 
	Cooperative


Kohlberg has proposed three levels of personal moral development: preconventional, conventional, and postconventional. Only about a fifth of American managers reach level 3, the postconventional level.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	108.
	An ethical _________ represents employee's perceptions about the extent to which work environments support ethical behavior. 
 

	A. 
	climate



	B. 
	atmosphere



	C. 
	code



	D. 
	structure



	E. 
	hierarchy


An ethical climate represents employees' perceptions about the extent to which work environments support ethical behavior. It is important for managers to foster ethical climates because they significantly affect the frequency of ethical behavior.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 1 Easy
Topic: The Ethical Responsibilities Required of You as a Manager
 



	109.
	Which of the following statements about a code of ethics is most true? 
 

	A. 
	A code of ethics is rarely a written document but instead an informal understanding between people who work for a particular organization.



	B. 
	Most codes of ethics offer guidance on how to treat stakeholders.



	C. 
	The purpose of a code of ethics is to keep top management out of jail.



	D. 
	Codes of ethics typically prohibit bribes unless it is the accepted way of doing business in a foreign country.



	E. 
	Workforce diversity is not covered in a code of ethics; instead it is usually covered in a separate diversity code.


A code of ethics consists of a formal written set of ethical standards guiding an organization's actions. Most codes offer guidance on how to treat customers, suppliers, competitors, and other stakeholders. The purpose is to clearly state top management's expectations for all employees. Most codes prohibit bribes.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	110.
	Jessica is an employee in a manufacturing plant who works the graveyard shift, midnight to 8 a.m. One night, she saw one of her managers dumping some chemicals down a storm drain in the parking lot. When she confronted him, he said this was standard procedure for some waste materials to avoid other costly disposal measures. When Jessica wrote a letter about it to the local newspaper she was a(n) 
 

	A. 
	victim's advocate.



	B. 
	activist.



	C. 
	gossip.



	D. 
	whistle-blower.



	E. 
	disloyal employee.


A whistle-blower is an employee who reports organizational misconduct to the public, such as health and safety matters, waste, corruption, or overcharging of customers.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 3 Hard
Topic: The Ethical Responsibilities Required of You as a Manager
 



	111.
	A manager's duty to take actions that will benefit the interests of society as well as of the organization is known as 
 

	A. 
	social responsibility.



	B. 
	philanthropy.



	C. 
	ethics.



	D. 
	moral rights.



	E. 
	the society motive.


Social responsibility is a manager's duty to take actions that will benefit the interests of society as well as of the organization.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 1 Easy
Topic: The Social Responsibilities Required of You as a Manager
 



	112.
	Kelly runs a growing business in Birmingham and wants to do more than lead a successful and law-abiding company. She intends to make a difference in her community by helping with issues like poverty and high unemployment. Kelly believes in 
 

	A. 
	corporate paternal accountability.



	B. 
	the fair skies concept.



	C. 
	corporate social responsibility.



	D. 
	the corporate protection concept.



	E. 
	corporate welfare.


Corporate social responsibility (CSR) is the notion that corporations are expected to go above and beyond following the law and making a profit to help society.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 3 Hard
Topic: The Social Responsibilities Required of You as a Manager
 



	113.
	The economic development that meets the needs of the present without compromising the ability of future generations to meet their own needs is known as 
 

	A. 
	sustainability.



	B. 
	ethical growth.



	C. 
	economic security.



	D. 
	strategic planning.



	E. 
	philanthropic growth.


Sustainability is meeting the needs of the present without compromising the ability of future generations to meet their own needs.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 1 Easy
Topic: The Social Responsibilities Required of You as a Manager
 



	114.
	Milton Friedman would have agreed with which of the following statements about social responsibility? 
 

	A. 
	A company will produce higher quality products when it practices social responsibility.



	B. 
	A company will increase its sales when it practices social responsibility.



	C. 
	A company will be able to create better jobs when it practices social responsibility.



	D. 
	A company will become distracted from its task to maximize profits when it practices social responsibility.



	E. 
	A company will provide improved value when it practices social responsibility.


Friedman represents the view that "the social responsibility of business is to make profits." Unless a company focuses on maximizing profits, it will become distracted and fail to provide goods and services, benefit the stockholders, create jobs, and expand economic growth, which is the real social justification for the firm's existence.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	115.
	Which of the following forms the base of Carroll's global corporate social responsibility pyramid? 
 

	A. 
	Philanthropic responsibility



	B. 
	Economic responsibility



	C. 
	Ethical responsibility



	D. 
	Moral responsibility



	E. 
	Legal responsibility


Economic responsibility is at the bottom of Carroll's global corporate social responsibility pyramid (see Figure 3.2).


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	116.
	Google made a pledge to investors when it went public to reserve 1% of its profit and equity to "make the world a better place." This is an example of corporate 
 

	A. 
	fairness.



	B. 
	correctness.



	C. 
	greenworks.



	D. 
	philanthropy.



	E. 
	sustainability.


Philanthropy is defined as making charitable donations to benefit humankind as Google did with its pledge.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	117.
	Omar is a human resources manager for a large landscaping and exterior construction company called Northwest Patios. A local news station has just done a story on several dissatisfied customers and their complaints of shoddy work. Omar has had two other media outlets contact him this morning too. Based on research on the effects of such publicity, Omar should expect that 
 

	A. 
	job applications will increase, though rates of candidates accepting job offers will decline.



	B. 
	employee retention will improve.



	C. 
	both rates of candidates accepting job offers and employee retention will slide.



	D. 
	job applications will decrease but employee retention will stay the same.



	E. 
	no substantive changes in applications, offer acceptance or retention will occur.


One survey indicated that 83% rated a company's record of business ethics as "very important" when deciding whether to accept a job offer; only 2% rated it as "unimportant." Another survey found that 79% of employees said their firms' concern for ethics was a key reason they remained.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 3 Hard
Topic: The Social Responsibilities Required of You as a Manager
 



	118.
	The system of governing a company so that the interests of corporate owners and other stakeholders are protected is known as 
 

	A. 
	corporate social responsibility.



	B. 
	the ethical climate.



	C. 
	philanthropy.



	D. 
	corporate governance.



	E. 
	the utilitarian approach.


Corporate governance is the system of governing a company so that the interests of corporate owners and other stakeholders are protected.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 1 Easy
Topic: Corporate Governance
 



	119.
	Which of the following sparked renewed interest in corporate governance? 
 

	A. 
	Scandals among CEOs who were eventually convicted of fraud.



	B. 
	Advances in technology that have dramatically improved communication.



	C. 
	Rising oil prices as well as higher prices for many other natural resources.



	D. 
	High-profile businesspeople creating charitable foundations.



	E. 
	An increasingly diverse workforce.


CEOs of firms such as Enron, WorldCom, Tyco, and Adelphia did the things in recent years that got them convicted for fraud. After the scandals, there was a resumed interest in what is known as corporate governance, the system of governing a company so that the interests of corporate owners and other stakeholders are protected.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 2 Medium
Topic: Corporate Governance
 



	120.
	Which of the following is recommended to improve corporate governance? 
 

	A. 
	Getting directors involved in the day-to-day management issues of the firm.



	B. 
	Instituting an employee vote to hire or fire the CEO.



	C. 
	Setting up "golden parachutes" for CEOs.



	D. 
	Instituting a "cradle-to-grave" conceptualization of all new products.



	E. 
	Ensuring that directors are clearly separated in their authority from the CEO.


Now more attention is being paid to strengthening corporate governance so that directors are clearly separated in their authority from the CEO. While directors are not supposed to get involved with day-to-day management issues, they are now feeling more pressure from stockholders and others to have stronger financial reporting systems and more accountability.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 2 Medium
Topic: Corporate Governance
 



	121.
	Shareholders at Chesapeake Energy were most concerned about what corporate governance issue when they sued the company? 
 

	A. 
	Sustainability



	B. 
	Philanthropy



	C. 
	Executive compensation



	D. 
	Embezzlement



	E. 
	Intrapreneurship


Big shareholders sued Chesapeake for what they considered an irresponsibly generous 2008 compensation package to CEO McClendon and demanded that the company overhaul its compensation practices.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 2 Medium
Topic: Corporate Governance
 


 

Essay Questions
 
	122.
	What is the difference between a stakeholder and a stockholder? What type of stakeholder is a shareholder? 
 

A stakeholder is a broad term for the people whose interests are affected by an organization's activities. It can be applied to both internal and external groups. For example, employees, owners, and the board of directors represent the internal stakeholders of an organization. Therefore, stockholders are just one of these internal stakeholders (owners)—those who have a financial interest in the organization. External stakeholders include customers, competitors, suppliers, distributors, strategic allies, employee organizations, local communities, financial institutions, government regulators, special-interest groups, and mass media.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-01 Stockholders are only one group of stakeholders. Who are the stakeholders important to me inside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Inside the Organization
 



	123.
	Identify at least five of the external stakeholders of organizations that lie in the task environment. Explain why each of these is important to the organization. 
 

The task environment consists of competitors, customers, suppliers, distributors, strategic allies, employee organizations, local communities, financial institutions, government regulators, special-interest groups, and mass media. These are all important to the organization because they are the source of some input the organization needs. For example, customers bring in money when they buy a product, suppliers bring in needed materials, and distributors help to sell products.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 2 Medium
Topic: The Community of Stakeholders Outside the Organization
 



	124.
	Identify at least four forces in the general environment of organizations and provide an example of each for an industry or business. How do these forces differ from the external stakeholders in the task environment? 
 

The general environment forces are economic, technological, sociocultural, demographic, political-legal, and international.

Economic forces consist of the general economic conditions and trends—unemployment, inflation, interest rates, economic growth—that may affect an organization's performance.

Technological forces are new developments in methods for transforming resources into goods or services. For example, biotechnology may well turn health and medicine upside down in the coming decades.

Sociocultural forces are influences and trends originating in a country's, a society's, or a culture's human relationships and values that may affect an organization. The interest in health and fitness, for instance, led to a decline in sales of cigarettes, whiskey, red meat, and eggs.

Demographic forces are influences on an organization arising from changes in the characteristics of a population, such as age, gender, or ethnic origin. The birthrate is up for all racial and ethnic groups, but the increase for Hispanics is the largest.

Political-legal forces are changes in the way politics shape laws and laws shape the opportunities for and threats to an organization. In the United States, whatever political view tends to be dominant at the moment may be reflected in how the government handles antitrust issues, in which one company tends to monopolize a particular industry.

International forces are changes in the economic, political, legal, and technological global system that may affect an organization. For example, economic integration of the European Union is creating threats and opportunities for American companies.

These forces differ from external stakeholders in the task environment because an organization may be able to influence or control elements in its task environment, but rarely in its general environment.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 03-02 Who are stakeholders important to me outside the organization?
Level of Difficulty: 3 Hard
Topic: The Community of Stakeholders Outside the Organization
 



	125.
	Identify and define the approaches to deciding ethical dilemmas. 
 

The four approaches are utilitarian, individual, moral-rights, and justice. The utilitarian approach seeks to maximize the greatest good for the greatest number of people. The individual approach is guided by what will result in the individual's best long-term interests. The moral-rights approach is focused on respecting the fundamental rights of human beings. The justice approach is guided by impartial standards of fairness and equity.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	126.
	Discuss at least three ways that an organization can promote ethics. 
 

There are several ways an organization may promote high ethical standards on the job, as follows:

Create a strong ethical climate: An ethical climate represents employees' perceptions about the extent to which work environments support ethical behavior. It is important for managers to foster ethical climates because they significantly affect the frequency of ethical behavior.

Screen prospective employees: Companies try to screen out dishonest, irresponsible employees by checking applicants' résumés and references. Some also use personality tests and integrity testing to identify potentially dishonest people.

Institute an ethics code and training program: A code of ethics consists of a formal written set of ethical standards guiding an organization's actions. Most codes offer guidance on how to treat customers, suppliers, competitors, and other stakeholders. The purpose is to clearly state top management's expectations for all employees.

Reward ethical behavior and protect whistle-blowers: It's not enough to simply punish bad behavior; managers must also reward good ethical behavior, as in encouraging (or at least not discouraging) whistle-blowers. A whistle-blower is an employee who reports organizational misconduct to the public, such as health and safety matters, waste, corruption, or overcharging of customers.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-03 What does the successful manager need to know about ethics and values?
Level of Difficulty: 2 Medium
Topic: The Ethical Responsibilities Required of You as a Manager
 



	127.
	Summarize the debate for and against social responsibility. What is your opinion, and why? 
 

Milton Friedman represents the view against social responsibility, as he said, "The social responsibility of business is to make profits." That is, unless a company focuses on maximizing profits, it will become distracted and fail to provide goods and services, benefit the stockholders, create jobs, and expand economic growth—the real social justification for the firm's existence.

The argument in favor of corporate social responsibility includes the following:

1. Businesses have an ethical obligation to contribute to society's welfare.
2. Businesses create problems, and should help solve those problems.
3. Businesses have resources to solve problems that other entities do not have.
4. Socially responsible behavior can create a favorable public image, which in turn makes the business more profitable.


 
	AACSB: Ethics
Blooms: Apply
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 3 Hard
Topic: The Social Responsibilities Required of You as a Manager
 



	128.
	Describe Carroll's global corporate social responsibility pyramid. 
 

According to University of Georgia business scholar Archie B. Carroll, corporate social responsibility rests at the top of a pyramid of a corporation's obligations, right up there with economic, legal, and ethical obligations. That is, while some people might hold that a company's first duty is to make a profit, Carroll suggests the responsibilities of an organization in the global economy should take the following priorities:

1. Be a good global corporate citizen, as defined by the host country's expectations. (Top of pyramid, philanthropic responsibility)
2. Be ethical in its practices, taking host-country and global standards into consideration. (Ethical responsibility)
3. Obey the law of host countries as well as international law. (Legal responsibility)
4. Make a profit consistent with expectations for international business. (Pyramid base, economic responsibility)

These priorities are illustrated in the pyramid in Figure 3.2.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-04 Is being socially responsible really necessary?
Level of Difficulty: 2 Medium
Topic: The Social Responsibilities Required of You as a Manager
 



	129.
	Why has there recently been renewed interest in corporate governance? How can it be improved? 
 

When the CEOs of firms such as Enron, WorldCom, Tyco, and Adelphia were doing the things that got them convicted for fraud, their directors did not seem to be protecting the stockholders and other stakeholders by keeping an eye on senior management. Indeed, after the Enron and other scandals, there was a resumed interest in what is known as corporate governance, the system of governing a company so that the interests of corporate owners and other stakeholders are protected.

Perhaps the biggest problem in corporate governance concerns the independence of the directors. Inside directors may be members of the firm, outside directors are supposed to be elected from outside the firm. But in some companies, the outside directors have been handpicked by the CEO because they are friends, because they have a business relationship with the firm, or because they supposedly "know the industry." In such instances, the board of directors may be too lenient on the CEO when he or she asks for leeway to pursue certain policies. Now more attention is being paid to strengthening corporate governance so that directors are clearly separated in their authority from the CEO. While directors are not supposed to get involved with day-to-day management issues, they are now feeling more pressure from stockholders and others to have stronger financial reporting systems and more accountability.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 03-05 How can I trust a company is doing the right thing?
Level of Difficulty: 2 Medium
Topic: Corporate Governance
 











[bookmark: _GoBack]Chapter 04 Global Management: Managing Across Borders Answer Key

 

True / False Questions
 
	1.
	Becoming a world citizen includes learning how not to be an "ugly American." 
 
TRUE
Becoming a world citizen includes learning how not to be an "ugly American" as well as being global in focus, but thinking local, learning what's appropriate behavior, knowing your field, and becoming at least minimally skilled in the language.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	2.
	Among cultural patterns of which one should be aware is the importance of making direct eye contact most of the time with Japanese businesspeople. 
 
FALSE
Before you travel and conduct business abroad, spend some time learning about patterns of interpersonal communication. In Japan, for instance, it is considered rude to look directly into the eye for more than a few seconds.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	3.
	Globalization is defined as the elimination of all trade barriers worldwide. 
 
FALSE
Globalization is the trend of the world economy toward becoming a more interdependent system.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 1 Easy
Topic: Globalization: The Collapse of Time and Distance
 



	4.
	Great communications systems have been a hallmark of great civilizations. 
 
TRUE
The hallmark of great civilizations has been their great systems of communications.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	5.
	Air travel and electronic media have made the global village phenomenon possible. 
 
TRUE
The global village refers to the "shrinking" of time and space as air travel and the electronic media have made it easier for the people of the globe to communicate with one another.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 1 Easy
Topic: Globalization: The Collapse of Time and Distance
 



	6.
	The term global village refers to the tendency for various cultural groups to cluster in small pods throughout the world. 
 
FALSE
The global village refers to the shrinking of time and space as air travel and the electronic media have made it easier for the people of the globe to communicate with one another.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 1 Easy
Topic: Globalization: The Collapse of Time and Distance
 



	7.
	E-commerce refers to the buying and selling of products and services through computer networks. 
 
TRUE
E-commerce, or electronic commerce, is the buying and selling of products and services through computer networks.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 1 Easy
Topic: Globalization: The Collapse of Time and Distance
 



	8.
	The global economy refers to the heightened economic regulation of many national markets as they protect themselves from one another. 
 
FALSE
In the late 1980s, the trend toward governments deregulating their economies began sweeping the globe. This is one of three events that set up conditions by which goods, people, and money could move more freely throughout the world, or a global economy. The global economy refers to the increasing tendency of the economies of the world to interact with one another as one market instead of many national markets.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 1 Easy
Topic: Globalization: The Collapse of Time and Distance
 



	9.
	The global economy refers to worldwide conditions by which goods, people, and money can move more freely. 
 
TRUE
By the late 1980s, there were several events that set up conditions by which goods, people, and money could move more freely throughout the world, or a global economy. The global economy refers to the increasing tendency of the economies of the world to interact with one another as one market instead of many national markets.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	10.
	The global economy has had a revitalizing effect on some parts of industrial America. 
 
TRUE
Foreign firms are building plants in the United States, revitalizing parts of industrial America. Indeed, foreign direct investment makes up 15% of the country's gross domestic product (total value of all goods and services). Companies based overseas provide jobs for approximately 10% of the U.S. workforce.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	11.
	Among the negative effects of global interdependency are outsourcing and higher-priced goods. 
 
FALSE
One negative effect of global economic interdependency is the movement, or outsourcing, of formerly well-paying jobs overseas as companies seek cheaper labor costs, particularly in manufacturing. But globalization typically leads to better and more affordable products.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	12.
	Mergers have surged in the past 20 years because many industries are not suited to midsize or small companies. 
 
TRUE
The last 20 years have seen a surge in mergers. Certain industries, like oil, telecommunications, automobiles, financial services, and pharmaceuticals for instance, aren't suited to being midsize, let alone small and local, so companies in these industries are trying to become bigger and cross-border. The means for doing so is to merge with other big companies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	13.
	The Internet has made it more difficult for small firms to get started because now everyone must compete on a global scale. 
 
FALSE
The Internet and the World Wide Web allow almost anyone to be global, which has an important result: small companies can get started more easily. Because anyone can put goods or services on a website and sell worldwide, this wipes out the former competitive advantages of distribution and scope that large companies used to have.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	14.
	One advantage of small companies over large ones is the former's ability to change direction faster. 
 
TRUE
Small companies can maneuver and change direction faster, which gives them an advantage in terms of time and distance over large companies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	15.
	Bay-traders are those who trade seafood from the Chesapeake Bay for other goods rather than selling it on the open market. 
 
FALSE
Bay-traders make a living selling things on eBay, the online auction company.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	16.
	The recent recession has caused an increasing number of Americans to look for work overseas. 
 
TRUE
The recent brutal U.S. job market has spurred more Americans to hunt for jobs overseas (and impelled foreign-born professionals who used to work in the United States to return home).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	17.
	A multinational corporation is a nonprofit organization with operations in several countries. 
 
FALSE
A multinational corporation, or multinational enterprise, is a business firm with operations in several countries. A multinational organization is a nonprofit organization with operations in several countries.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 1 Easy
Topic: You and International Management
 



	18.
	The World Health Organization is an example of a multinational organization. 
 
TRUE
A multinational organization is a nonprofit organization with operations in several countries. Examples are the World Health Organization, the International Red Cross, and the Church of Latter Day Saints.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	19.
	Smart phones, e-mail, and videoconferencing have all but eliminated the need for international business travel. 
 
FALSE
Frequent travel may still be needed because personal encounters are essential. "There is no substitute for face time," says a BusinessWeek article. Yes, technologies such as smartphones, e-mail, and videoconferencing make it easier to connect with others, superficially at least. "But," says an investment banker, "in a global world you have to get in front of your employees, spend time with your clients, and show commitment."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	20.
	Unless you work outside of the United States, international management is likely to have little relevance during your career. 
 
FALSE
Even if in the coming years you never travel to the wider world outside North America the world will assuredly come to you. That, in a nutshell, is why you need to learn about international management. While working for a U.S. company you may have to deal with foreign customers. Or you may have to work with a foreign company in some sort of joint venture. Or while working for an American company you may have to purchase important components, raw materials, or services from a foreign supplier.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	21.
	Successful international managers are most likely to be geocentric rather than ethnocentric or polycentric. 
 
TRUE
The successful international manager is geocentric, not ethnocentric or polycentric. Geocentric managers accept that there are differences and similarities between home and foreign personnel and practices and that they should use whatever techniques are most effective. Being an ethno-or polycentric manager takes less work. But the payoff for being a geocentric manager can be far greater.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	22.
	Managers who take the view that native managers in foreign offices best understand native personnel and practices, and so the home office should leave them alone, are called polycentric managers. 
 
TRUE
Polycentric managers take the view that native managers in the foreign offices best understand native personnel and practices, and so the home office should leave them alone.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 1 Easy
Topic: You and International Management
 



	23.
	Geocentric policies have been linked to recruiting difficulties and high turnover. 
 
FALSE
Ethnocentrism, rather than geocentrism, can be bad for business. A survey of 918 companies with home offices in the United States, Japan, and Europe found that ethnocentric policies were linked to such problems as recruiting difficulties, high turnover rates, and lawsuits over personnel policies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	24.
	Polycentric managers accept that there are differences and similarities between home and foreign personnel and practices and that they should use whatever techniques are most effective. 
 
FALSE
Geocentric managers accept that there are differences and similarities between home and foreign personnel and practices and that they should use whatever techniques are most effective.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 1 Easy
Topic: You and International Management
 



	25.
	Ethnocentrism is a form of parochialism. 
 
TRUE
Ethnocentrism might also be called parochialism, which is a narrow view in which people see things solely through their own perspective.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	26.
	A parochial manager is able to consider decisions and events from a variety of viewpoints. 
 
FALSE
Parochialism refers to a narrow view in which people see things solely through their own perspective.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	27.
	Two of the reasons companies expand internationally are to take advantage of the availability of suppliers, or to charge tariffs or impose import quotas. 
 
FALSE
Companies expand internationally to take advantage of availability of supplies, new markets, lower labor costs, access to finance capital, or avoidance of tariffs and import quotas. Countries, not companies, place tariffs on imported goods or impose import quotas to protect domestic industries.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	28.
	The reasons that companies expand internationally typically have to do with making or saving money. 
 
TRUE
There are at least five reasons why companies expand internationally. All of them have to do with making or saving money.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	29.
	Maquiladoras are manufacturing plants allowed to operate in South and Central America with special privileges in return for employing citizens in these countries. 
 
FALSE
Maquiladoras are manufacturing plants allowed to operate in Mexico with special privileges in return for employing Mexican citizens.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 1 Easy
Topic: Why and How Companies Expand Internationally
 



	30.
	Deglobalization is a trend to move production back to the United States over fears about geopolitics or energy prices. 
 
TRUE
While some companies are locating their manufacturing outside the United States, a countertrend, called "deglobalization," is that some companies are moving production back home, because long supply chains can be easily affected by the whims of geopolitics and energy prices.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	31.
	A tariff is a limitation on the numbers of products allowed into a country, imposed by its government to protect domestic industries. 
 
FALSE
Countries place tariffs (fees) on imported goods or impose import quotas, which are limitations on the numbers of products allowed in, for the purpose of protecting their own domestic industries.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 1 Easy
Topic: Why and How Companies Expand Internationally
 



	32.
	One way to avoid a tariff is to create a subsidiary to produce the product in the foreign country imposing that tariff. 
 
TRUE
To avoid tariffs and quotas, a company might create a subsidiary to produce the product in the foreign country.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	33.
	For international expansion, joint ventures have a lower level of risk than franchising. 
 
FALSE
Figure 4.1 shows that franchising has a lower level of risk and investment than joint ventures do.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	34.
	A wholly owned subsidiary is the global expansion strategy with the highest risk and investment. 
 
TRUE
Figure 4.1 shows that a wholly owned subsidiary is the global expansion strategy with the highest risk and investment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	35.
	When U.S. companies hire UPS to conduct some of their logistics functions for them it is known as outsourcing. 
 
TRUE
A common practice of many companies, outsourcing is defined as using suppliers outside the company to provide goods and services. One example is airlines, which are increasingly farming out aircraft maintenance to other companies.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 3 Hard
Topic: Why and How Companies Expand Internationally
 



	36.
	Offshoring is defined as using suppliers outside the home country to provide labor, goods, or services. 
 
TRUE
Global outsourcing, or offshoring, is defined as using suppliers outside the United States to provide labor, goods, or services.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 1 Easy
Topic: Why and How Companies Expand Internationally
 



	37.
	If you can describe a job precisely, or write rules for doing it, it is protected against offshoring. 
 
FALSE
As soon as a job becomes routine enough to describe in a spec sheet, it becomes vulnerable to outsourcing. Says Fred Levy, a Massachusetts Institute of Technology economist, "If you can describe a job precisely, or write rules for doing it, it's unlikely to survive. Either we'll program a computer to do it, or we'll teach a foreigner to do it."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	38.
	Jobs that requires face-to-face or physical contact, or those that require recognition of complex patterns, are unlikely to be offshored. 
 
TRUE
Jobs that will remain at home rather than being offshored may share certain traits, regardless of the industry they serve: Face-to-face contact, physical contact, or recognizing complex patterns.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	39.
	As of 2011, the United States was the world's top exporter. 
 
FALSE
The United States was ranked the number 3 exporter in the world in 2011, behind China and Germany, down from number 1 in 1999 (see Table 4.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	40.
	Countertrading refers to a company producing goods domestically and selling them outside the country. 
 
FALSE
Countertrading is bartering goods for goods. When exporting, a company produces goods domestically and sells them outside the country.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 1 Easy
Topic: Why and How Companies Expand Internationally
 



	41.
	If a country's currency drops dramatically and it is unable to import the goods it needs, then an exporter who trades with that country may turn to countertrading. 
 
TRUE
Sometimes other countries may wish to import American goods but lack the currency to pay for them. In that case, the exporting U.S. company may resort to countertrading, which is bartering goods for goods. When the Russian ruble plunged in value in 1998, some goods became a better medium of exchange than currency.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	42.
	When DuPont agrees to let a Brazilian company make its product Teflon, the nonstick coating, in its local market for a fee it is called franchising. 
 
FALSE
In licensing, a company allows a foreign company to pay it a fee to make or distribute the first company's product or service. For example, the DuPont chemical company might license a company in Brazil to make Teflon, the nonstick substance that is found on some frying pans.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	43.
	If Toys R Us provides the use of its name plus its operating know-how to a company in Poland in return for an upfront fee plus a percentage of the profits, Toys R Us would be participating in franchising. 
 
TRUE
Franchising is a form of licensing in which a company allows a foreign company to pay it a fee and a share of the profit in return for using the first company's brand name and a package of materials and services. Toys R Us recently opened a store in Poland using franchising.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	44.
	General Motors working with Shanghai Automotive Industry Group to build Buicks in China is an example of a strategic alliance. 
 
TRUE
A U.S. firm may form a joint venture, also known as a strategic alliance, with a foreign company to share the risks and rewards of starting a new enterprise together in a foreign country. For instance, General Motors operates a joint venture with Shanghai Automotive Industry Group to build Buicks in China.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	45.
	A foreign subsidiary that is totally owned and controlled by an organization is called a multinational. 
 
FALSE
A wholly owned subsidiary is a foreign subsidiary that is totally owned and controlled by an organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 1 Easy
Topic: Why and How Companies Expand Internationally
 



	46.
	A greenfield venture is a foreign subsidiary created to exploit previously untapped natural resources in another country. 
 
FALSE
A greenfield venture is a foreign subsidiary that the owning organization has built from scratch.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 1 Easy
Topic: Why and How Companies Expand Internationally
 



	47.
	Free trade is the movement of goods and services among nations without political or economic obstruction. 
 
TRUE
Free trade is the movement of goods and services among nations without political or economic obstruction.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	48.
	Trade protectionism is a term for government measures that promote and preserve free trade globally. 
 
FALSE
Countries often use trade protectionism, which is the use of government regulations to limit the import of goods and services, to protect their domestic industries against foreign competition.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	49.
	The United States exports more to China than to any other nation. 
 
FALSE
Our foremost trading partners in terms of exports are our immediate neighbors, Canada and Mexico (see Table 4.2). China is third for our exports, though the United States imports more from this country than from any other.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	50.
	A revenue tariff is designed to protect domestic products from foreign imports by raising the price of the latter. 
 
FALSE
There are two types of tariffs: One is designed simply to raise money for the government (revenue tariff). The other is to raise the price of imported goods to make the prices of domestic products more competitive (protective tariff).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	51.
	An import quota is a trade barrier in the form of a customs duty, or tax, levied mainly on imports. 
 
FALSE
An import quota is a trade barrier in the form of a limit on the numbers of a product that can be imported. Its intent is to protect domestic industry by restricting the availability of foreign products.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	52.
	Dumping is the practice of a foreign company exporting products abroad at a lower price than the price in the home market, or even below the costs of production, in order to drive down the price of the domestic product. 
 
TRUE
Dumping is the practice of a foreign company exporting products abroad at a lower price than the price in the home market, or even below the costs of production, in order to drive down the price of the domestic product.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	53.
	Cuban cigars and sugar cannot legally be imported into the United States because of a trade embargo. 
 
TRUE
An embargo is a complete ban on the import or export of certain products such as the U.S. ban on Cuban cigars and sugar.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	54.
	Tariffs are common today and still growing in number since they have a long history of successfully protecting jobs in this country. 
 
FALSE
In the 1920s, the institution of tariff barriers did not so much protect jobs as depress the demand for goods and services, thereby leading to the loss of jobs anyway, and the massive unemployment of the Great Depression of the 1930s. As a result of this lesson, after World War II the advanced nations of the world began to realize that if all countries could freely exchange the products that each could produce most efficiently, this would lead to lower prices all around. Thus began the removal of barriers to free trade.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	55.
	As a result of recent negotiations, the General Agreement on Tariffs and Trade (GATT) is expected to supersede the WTO by 2015. 
 
FALSE
The World Trade Organization (WTO) is designed to monitor and enforce trade agreements. WTO succeeded GATT as the world forum for trade negotiations in 1995 and has the formal legal structure for deciding trade disputes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	56.
	The organization that assists in smoothing the flow of money between nations is the International Monetary Fund. 
 
TRUE
The International Monetary Fund (IMF) is designed to assist in smoothing the flow of money between nations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	57.
	Recently, the International Monetary Fund has had a high-profile role in assisting some weaker European countries, including making loans to Greece, Portugal, and Ireland. 
 
TRUE
The International Monetary Fund (IMF) is designed to assist in smoothing the flow of money between nations. In recent times, the IMF has become more high profile because of its role in trying to shore up some weaker European economies, including making loans to Greece, Portugal, and Ireland and considering how to assist Italy and Spain.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	58.
	An example of a trading bloc is the European Union. 
 
TRUE
A trading bloc, also known as an economic community, is a group of nations within a geographical region that has agreed to remove trade barriers with one another. The six major trading blocs are the NAFTA nations, the European Union, the ASEAN countries, the APEC countries, the Mercosur, and CAFTA.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	59.
	Mexico is part of NAFTA. 
 
TRUE
Formed in 1994, the North American Free Trade Agreement (NAFTA) is a trading bloc consisting of the United States, Canada, and Mexico.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	60.
	The rate at which one country's currency can be swapped for another country's currency is called the substitution rate. 
 
FALSE
The exchange rate is the rate at which one country's currency can be exchanged for another country's currency.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	61.
	An inherent weakness of the European Union is that stronger countries may have to rescue weaker ones that are in financial crisis. 
 
TRUE
Formed in 1957, the European Union (EU) consists of 27 trading partners in Europe. In 2010 and 2011, the shaky finances and massive government debts of Portugal, Ireland, Italy, Greece, and Spain (so-called PIIGS) revealed an inherent weakness of the union, in that both weak and strong economies were expected to coexist. In early 2012, the EU was in full-blown crisis, and it was not clear whether stronger countries such as Germany and the Netherlands would back the rescue of PIIGS.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	62.
	The Mercosur is composed of countries in southeast Asia. 
 
FALSE
The Mercosur is the largest trade bloc in Latin America and has 10 members.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	63.
	The purpose of granting "most favored nation" status to another country is to promote tourism. 
 
FALSE
"Most favored nation" trading status describes a condition in which a country grants other countries favorable trading treatment such as the reduction of import duties. The purpose is to promote stronger and more stable ties between companies in the two countries.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	64.
	In China, it is permissible for office colleagues to inquire about the size of your apartment and your salary. 
 
TRUE
There are all kinds of cultural differences American managers have to get used to. In China, people draw different lines between personal and work spaces, so that, for example, it is permissible for office colleagues to inquire about the size of your apartment and your salary.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	65.
	Most of what we know about our native culture we have learned through formal education. 
 
FALSE
Culture is the shared set of beliefs, values, knowledge, and patterns of behavior common to a group of people. We begin learning our culture at an early age through everyday interaction with people around us.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	66.
	The GLOBE project is a large, ongoing effort to find technological improvements to assist world trade. 
 
FALSE
The GLOBE project is a massive and ongoing cross-cultural investigation of nine cultural dimensions involved in leadership and organizational processes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	67.
	Power distance refers to how loosely or tightly people are socially bonded. 
 
FALSE
Power distance refers to the degree to which people accept inequality in social situations while individualism/collectivism refers to how loosely or tightly people are socially bonded.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	68.
	According to the GLOBE project, the United States is among the countries highest in the cultural dimension of performance orientation. 
 
TRUE
Performance orientation expresses the extent to which society encourages and rewards its members for performance improvement and excellence. Singapore, Hong Kong, New Zealand, Taiwan, and the United States are the countries that are highest in this dimension.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	69.
	The GLOBE cultural dimension that examines the extent to which a society should minimize gender discrimination and role inequalities is known as gender egalitarianism. 
 
TRUE
Gender egalitarianism expresses the extent to which a society should minimize gender discrimination and role inequalities.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	70.
	Knowing the cultural tendencies of foreign business partners and competitors can give you a strategic competitive advantage. 
 
TRUE
The practical lesson to draw from the GLOBE project research is this: Knowing the cultural tendencies of foreign business partners and competitors can give you a strategic competitive advantage.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	71.
	Arabs prefer a larger interpersonal space when communicating than Americans. 
 
FALSE
People of different cultures have different ideas about what is acceptable interpersonal space, which is how close or far away one should be when communicating with another person. For instance, the people of North America and northern Europe tend to conduct business conversations at a range of 3-4 feet. For people in Latin American and Asian cultures, the range is about 1 foot. For Arabs, it is even closer.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	72.
	In polychronic time, time is viewed as being flexible and multidimensional. 
 
TRUE
Polychronic time is a preference for doing more than one thing at a time. Here time is viewed as being flexible and multidimensional.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	73.
	The religion with the most followers worldwide is Hinduism. 
 
FALSE
Christianity has the most followers in the world with 2.1 billion. Hinduism has only 900 million by comparison.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	74.
	Turnover rates are higher among managers returning from overseas assignments than for those who do not go abroad. 
 
TRUE
Of those managers who stayed for the length of their overseas assignments, about one-fourth left the company, often to join a competitor, which is a turnover rate double that of managers who did not go abroad.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 


 

Multiple Choice Questions
 
	75.
	Which of the following is a way to become a world citizen? 
 

	A. 
	Dress comfortably and casually, so you are ready for any activity.



	B. 
	To gain an early upper hand, be very vocal and assertive.



	C. 
	Be and think globally.



	D. 
	Speak English at all times since it is the world's language.



	E. 
	Learn rituals of respect.


Becoming a world citizen includes learning how not to be an "ugly American" as well as being global in focus, but thinking local, learning what's appropriate behavior, knowing your field, and becoming at least minimally skilled in the language. Appropriate behavior includes dressing professionally and learning rituals of respect.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	76.
	The trend of the world economy toward becoming a more interdependent system is called 
 

	A. 
	international cooperation.



	B. 
	globalization.



	C. 
	world partnership.



	D. 
	economic defragmentation.



	E. 
	international unification.


Globalization is the trend of the world economy toward becoming a more interdependent system.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 1 Easy
Topic: Globalization: The Collapse of Time and Distance
 



	77.
	The earliest forms of communication, the hallmark of great civilizations, were based on 
 

	A. 
	personal relationships.



	B. 
	technology.



	C. 
	transportation.



	D. 
	warfare.



	E. 
	agriculture.


The hallmark of great civilizations has been great systems of communications. In the beginning, communication was based on transportation, such as the Roman Empire's network of roads.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	78.
	Which form of technology was exploding when the notion of a "global village" was first developed? 
 

	A. 
	Newspapers



	B. 
	Telephones



	C. 
	Television



	D. 
	Cell phones



	E. 
	The Internet


During the 1950s and 1960s, as television exploded throughout the world, communications philosopher Marshall McLuhan posed the notion of a "global village," where we all share our hopes, dreams, and fears in a "worldpool" of information.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	79.
	Which of the following is an event that helped spur the inception of the global economy? 
 

	A. 
	The opening of Asian markets to foreign investors.



	B. 
	Improved race relations worldwide.



	C. 
	The industrial revolution.



	D. 
	The invention of the Internet.



	E. 
	The increasing regulation of economies across the world.


In the late 1980s when the Berlin Wall came down, it signaled the beginning of the end of communism in Eastern Europe. It was also when Asian countries began to open their economies to foreign investors. Finally, the trend toward governments deregulating their economies began sweeping the globe. These three events set up conditions by which goods, people, and money could move more freely throughout the world, or a global economy.
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	Which of the following is a negative effect for the United States of global economic interdependency? 
 

	A. 
	Decreased economic activity



	B. 
	Poorer quality goods



	C. 
	Lower standards of living



	D. 
	Loss of well-paying jobs



	E. 
	More expensive products


A negative effect of global economic interdependency is the movement, or outsourcing, of formerly well-paying jobs overseas as companies seek cheaper labor costs, particularly in manufacturing.
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	According to technology philosopher Nicholas Negroponte, the global market driven by electronic information results in an increase of minifirms and 
 

	A. 
	multinational corporations.



	B. 
	unstable governments.



	C. 
	nonprofit organizations.



	D. 
	intercorporate conflict.



	E. 
	megamergers.


According to technology philosopher Nicholas Negroponte, in the global market driven by electronic information, "there will be an increasing absence of things that aren't either very local or very global." If Negroponte is correct, it means we will see more of two opposite kinds of businesses: mergers of huge companies into even larger companies, and small, fast-moving start-up companies.
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	John recently received his CPA license and plans to run a small tax consulting business, so he just put up a website. What advantage does his business have over larger competitors? 
 

	A. 
	It has greater access to capital.



	B. 
	It has superior distribution.



	C. 
	It has more access to young talent.



	D. 
	It can change direction quicker.



	E. 
	It has well-defined bureaucratic systems.


The Internet and the World Wide Web allow almost anyone to be global, which Kevin Maney points out has two important results: (1) small companies can get started more easily; (2) small companies can maneuver faster. For example, he can be extremely responsive to tax code changes.
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	According to management recruiters, ______ demonstrates independence, resourcefulness, and entrepreneurship to potential employers. 
 

	A. 
	importing goods from another country



	B. 
	foreign work experience



	C. 
	holding school leadership positions



	D. 
	speaking a second language



	E. 
	studying the fine arts


Foreign experience demonstrates independence, resourcefulness, and entrepreneurship, according to management recruiters.
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	BHP Billilton is an Australian mining company with operations in Brazil, Canada, South Africa, and the United States, among other countries. This company is a 
 

	A. 
	multiregional conglomerate.



	B. 
	multinational organization.



	C. 
	global concern.



	D. 
	multiregional firm.



	E. 
	multinational corporation.


A multinational corporation, or multinational enterprise, is a business firm with operations in several countries.
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	Oxfam International is a nonprofit that works in 90 countries on issues of poverty advocacy and eradication, as well as disaster relief. Oxfam is a(n) 
 

	A. 
	multinational corporation.



	B. 
	global aid firm.



	C. 
	international philanthropy.



	D. 
	multinational organization.



	E. 
	global charity.


A multinational organization is a nonprofit organization with operations in several countries. Examples are the World Health Organization, the International Red Cross, and the Church of Latter Day Saints.
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	The International Red Cross is an example of a 
 

	A. 
	multinational organization.



	B. 
	multigovernment organization.



	C. 
	international social corporation.



	D. 
	multinational corporation.



	E. 
	global philanthropy.


A multinational organization is a nonprofit organization with operations in several countries. Examples are the World Health Organization, the International Red Cross, and the Church of Latter Day Saints.
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	__________ managers believe that their native country, culture, language, and behavior are superior to all others. 
 

	A. 
	Expatriate



	B. 
	Ethnocentric



	C. 
	Geocentric



	D. 
	Polycentric



	E. 
	Global


Ethnocentric managers believe that their native country, culture, language, and behavior are superior to all others. Ethnocentric managers tend to believe that they can export the managers and practices of their home countries to anywhere in the world and that they will be more capable and reliable than the native managers.
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	Ethnocentrism among international managers has been linked to 
 

	A. 
	higher performance by foreign subsidiaries.



	B. 
	lower turnover among employees in foreign subsidiaries.



	C. 
	fewer lawsuits over personnel policies within foreign subsidiaries.



	D. 
	recruitment difficulties for foreign subsidiaries.



	E. 
	poor-quality products from foreign subsidiaries.


A survey of 918 companies with home offices in the United States, Japan, and Europe found that ethnocentric policies were linked to such problems as recruiting difficulties, high turnover rates, and lawsuits over personnel policies.
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	Christine prefers not to deviate from the practices she has always used as a U.S. manager, even though she is now working at an Asian subsidiary. She has been heard saying that she is "just ensuring the job gets done right." Christine is most likely a(n) ________ manager. 
 

	A. 
	ethnocentric



	B. 
	concentric



	C. 
	prejudicial



	D. 
	polycentric



	E. 
	geocentric


Ethnocentric managers believe that their native country, culture, language, and behavior are superior to all others. Ethnocentric managers tend to believe that they can export the managers and practices of their home countries to anywhere in the world and that they will be more capable and reliable.
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	A narrow view in which people see things solely through their own perspective is known as 
 

	A. 
	concentrism.



	B. 
	polycentrism.



	C. 
	geocentrism.



	D. 
	expatriatism.



	E. 
	parochialism.


Parochialism is a narrow view in which people see things solely through their own perspective.
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	A polycentric manager believes that 
 

	A. 
	organizations should maximize the number of managers from different countries in foreign operations.



	B. 
	her country and culture are superior.



	C. 
	managers in foreign countries should follow corporate procedures.



	D. 
	native managers in foreign offices best understand native personnel and practices.



	E. 
	managers in foreign countries should use whatever techniques are most effective.


Polycentric managers take the view that native managers in the foreign offices best understand native personnel and practices, and so the home office should leave them alone.
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	Meredith is a seasoned American manager, currently working in Brazil. She has noticed that some of her management techniques work well in her overseas position, but sometimes she finds it more effective to defer to the practices of her Brazilian counterparts. Meredith can be described as a(n) ______ manager. 
 

	A. 
	parochial



	B. 
	ethnocentric



	C. 
	expatriate



	D. 
	polycentric



	E. 
	geocentric


Geocentric managers accept that there are differences and similarities between home and foreign personnel and practices and that they should use whatever techniques are most effective.
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	Which of the following is a primary reason that companies expand internationally? 
 

	A. 
	Political expediency



	B. 
	Lower labor costs



	C. 
	Higher tariffs



	D. 
	More diverse employees



	E. 
	Prevention of counterfeiting


Companies expand internationally to take advantage of availability of supplies, new markets, lower labor costs, access to finance capital, or avoidance of tariffs and import quotas.
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	Polo Ralph Lauren, Tommy Hilfiger, and Wrangler manufacture jeans at plants in Mexico, thanks to the inexpensive labor there and various tax breaks from the Mexican government. These companies are 
 

	A. 
	repatriating.



	B. 
	using maquiladoras.



	C. 
	countertrading.



	D. 
	franchising.



	E. 
	licensing.


American companies have found it cheaper to do their manufacturing outside the United States. For example, the rationale for using maquiladoras, which are manufacturing plants allowed to operate in Mexico with special privileges in return for employing Mexican citizens, is that they provide less expensive labor for assembling many types of manufactured goods.
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	When a company uses a supplier outside itself to provide goods and services, it is 
 

	A. 
	outsourcing.



	B. 
	countertrading.



	C. 
	franchising.



	D. 
	licensing.



	E. 
	privatizing.


A common practice of many companies, outsourcing is defined as using suppliers outside the company to provide goods and services.
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	Billie runs a successful cell-phone accessory store online. She loves designing and marketing the products, and she manages others who do the production, but the shipping had become a real problem. She decided to contract with FedEx to handle this logistical part of her business. Billie is 
 

	A. 
	countertrading.



	B. 
	franchising.



	C. 
	outsourcing.



	D. 
	licensing.



	E. 
	privatizing.


A common practice of many companies, outsourcing is defined as using suppliers outside the company to provide goods and services. Here FedEx is performing shipping functions for Billie's business.
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	Seref purchases handcrafted Turkish rugs overseas and brings them to the United States to sell in his retail store. He is involved in 
 

	A. 
	outsourcing.



	B. 
	countertrading.



	C. 
	importing.



	D. 
	franchising.



	E. 
	exporting.


When importing, a company buys goods outside the country and resells them domestically.
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	A company that is producing goods domestically and sells them outside the country is involved in 
 

	A. 
	countertrading.



	B. 
	outsourcing.



	C. 
	importing.



	D. 
	exporting.



	E. 
	franchising.


When exporting, a company produces goods domestically and sells them outside the country.
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	A company that barters goods for other goods is involved in 
 

	A. 
	outsourcing.



	B. 
	countertrading.



	C. 
	importing.



	D. 
	exporting.



	E. 
	franchising.


Countertrading is bartering goods for goods.
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	Recently, the Chinese government exchanged 212 railway trucks full of mango juice for a passenger jet from a Russian company. The Russian company is involved in 
 

	A. 
	importing.



	B. 
	franchising.



	C. 
	pseudo-exporting.



	D. 
	outsourcing.



	E. 
	countertrading.


Countertrading is bartering goods for goods.
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	When a company allows a foreign firm to pay it a fee to make or distribute the first company's product or service it is called 
 

	A. 
	outsourcing.



	B. 
	franchising.



	C. 
	licensing.



	D. 
	countertrading.



	E. 
	a joint venture.


In licensing, a company allows a foreign company to pay it a fee to make or distribute the first company's product or service.
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	Eli Lilly has agreed to let a South African company manufacture several of Eli Lilly's diabetes drugs and pay Eli Lilly a fee to distribute the drugs with a different brand name in South Africa. Eli Lilly is engaging in 
 

	A. 
	licensing.



	B. 
	franchising.



	C. 
	countertrading.



	D. 
	a strategic alliance.



	E. 
	a greenfield venture.


In licensing, a company allows a foreign company to pay it a fee to make or distribute the first company's product or service.
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	Pizza Hut provides the use of its name plus operating know-how to companies in Costa Rica in return for a fee plus a percentage of profits. Pizza Hut is 
 

	A. 
	exporting.



	B. 
	franchising.



	C. 
	countertrading.



	D. 
	involved in a strategic alliance.



	E. 
	involved in a greenfield venture.


Franchising is a form of licensing in which a company allows a foreign company to pay it a fee and a share of the profit in return for using the first company's brand name and a package of materials and services.
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	A U.S. company agrees with a foreign company to start a new enterprise together in a foreign country, sharing the risks and the rewards. This is called a 
 

	A. 
	countertrade.



	B. 
	greenfield venture.



	C. 
	wholly owned subsidiary.



	D. 
	strategic alliance.



	E. 
	maquiladora.


A U.S. firm may form a joint venture, also known as a strategic alliance, with a foreign company to share the risks and rewards of starting a new enterprise together in a foreign country.
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	China does not allow foreign car manufacturers to sell vehicles independently in its country but instead requires them to partner with a Chinese company. This type of partnership is known as a 
 

	A. 
	franchise agreement.



	B. 
	countertrade.



	C. 
	joint venture.



	D. 
	maquiladora.



	E. 
	greenfield venture.


A U.S. firm may form a joint venture, also known as a strategic alliance, with a foreign company to share the risks and rewards of starting a new enterprise together in a foreign country. Sometimes a joint venture is the only way an American company can have a presence in a certain country, whose laws may forbid foreigners from ownership. Indeed, in China, this is the only way foreign cars may be sold in that country.
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	Skoda Auto, originally a Czech company and one that still manufactures there as well as in other international locations, is one of the largest automakers in Central Europe. In 2000, its acquisition by Germany's Volkswagen Group was complete, and it is now one of four brands for that company. Skoda is now a ______ of Volkswagen. 
 

	A. 
	maquiladora



	B. 
	strategically



	C. 
	wholly owned subsidiary



	D. 
	greenfield venture



	E. 
	licensee


A wholly owned subsidiary is a foreign subsidiary that is totally owned and controlled by an organization. The foreign subsidiary may be an existing company that is purchased outright.
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	The movement of goods and services among nations without political or economic obstruction is called 
 

	A. 
	trade policy.



	B. 
	free trade.



	C. 
	trade protectionism.



	D. 
	privatization.



	E. 
	trade embargo.


Free trade is the movement of goods and services among nations without political or economic obstruction.
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	When a government uses measures like tariffs and import quotas, it is called 
 

	A. 
	ethnocentrism.



	B. 
	free trade.



	C. 
	a trade bloc.



	D. 
	an embargo.



	E. 
	trade protectionism.


Countries often use trade protectionism, which is the use of government regulations to limit the import of goods and services, to protect their domestic industries against foreign competition. Tariffs, embargoes, and import quotas are among the measures used in protectionism.
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	Which of the following is a form of trade protectionism? 
 

	A. 
	A trade bloc



	B. 
	A countertrade



	C. 
	A revenue tariff



	D. 
	An embargo



	E. 
	Outsourcing


Countries often use trade protectionism, which the use of government regulations to limit the import of goods and services, to protect their domestic industries against foreign competition. The three devices by which countries try to exert protectionism consist of tariffs (protective, not revenue), import quotas, and embargoes.
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	A duty imposed on imported goods designed simply to raise money for the government is known as a(n) 
 

	A. 
	protective tariff.



	B. 
	income quota.



	C. 
	income embargo.



	D. 
	revenue tariff.



	E. 
	import quota.


There are two types of tariffs: One is designed simply to raise money for the government (revenue tariff).
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	The EU has recently agreed to cut the taxes it charges on bananas imported from Central and South America. This tax is a type of 
 

	A. 
	embargo.



	B. 
	tariff.



	C. 
	import quota.



	D. 
	predatory selling.



	E. 
	boycott.


A tariff is a trade barrier in the form of a customs duty, or tax, levied mainly on imports.
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	Import quotas are designed to prevent 
 

	A. 
	embargoes.



	B. 
	dumping.



	C. 
	exports.



	D. 
	tariffs.



	E. 
	outsourcing.


Quotas are designed to prevent dumping, the practice of a foreign company's exporting products abroad at a lower price than the price in the home market or even below the costs of production in order to drive down the price of the domestic product.
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	__________ is the practice of a foreign company exporting products abroad at a lower price than the price in the home market or even below the costs of production in order to drive down the price of the domestic product. 
 

	A. 
	Export crashing



	B. 
	Dumping



	C. 
	Predatory selling



	D. 
	Loss transaction



	E. 
	Alien advantage


Dumping is the practice of a foreign company's exporting products abroad at a lower price than the price in the home market or even below the costs of production in order to drive down the price of the domestic product.
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	Wheat producers in the United States claim that the Canadian Wheat Board is selling wheat imported into the United States at unreasonably low prices, and they fear depression of their own prices. The U.S. producers are accusing the Canadians of 
 

	A. 
	creating an embargo.



	B. 
	unfair foreign advantage.



	C. 
	export crashing.



	D. 
	loss transactions.



	E. 
	dumping.


Dumping is the practice of a foreign company's exporting products abroad at a lower price than the price in the home market or even below the costs of production in order to drive down the price of the domestic product.
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	South Korea recently lifted its ban on beef and beef products imported from Canada, one that had originated because of cases of bovine spongiform encephalopathy (BSE) among Canadian cattle. The ban is an example of a(n) 
 

	A. 
	revenue tariff.



	B. 
	boycott.



	C. 
	embargo.



	D. 
	protective tariff.



	E. 
	import quota.


An embargo is a complete ban on the import or export of certain products.
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	The __________ is designed to monitor and enforce trade agreements. 
 

	A. 
	World Bank



	B. 
	WTO



	C. 
	IMF



	D. 
	GATT



	E. 
	EU


The World Trade Organization (WTO) is designed to monitor and enforce trade agreements.
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	Which of the following organizations succeeded GATT? 
 

	A. 
	World Trade Organization



	B. 
	World Bank



	C. 
	EU



	D. 
	International Monetary Fund



	E. 
	NAFTA


WTO succeeded GATT as the world forum for trade negotiations and has the formal legal structure for deciding trade disputes.
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	The principal organization that provides low-interest loans to developing nations for improving, for example, their transportation or education systems is 
 

	A. 
	the World Bank.



	B. 
	the World Trade Organization.



	C. 
	the International Monetary Fund.



	D. 
	APEC.



	E. 
	GATT.


Today the purpose of the World Bank is to provide low-interest loans to developing nations for improving transportation, education, health, and telecommunications.
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	The ______ is controversial because it has been accused of financing projects, which harm the environment and of helping countries that permit sweatshops or suppress religious freedom. 
 

	A. 
	World Bank



	B. 
	WTO



	C. 
	ASEAN



	D. 
	GATT



	E. 
	EU


In recent years, the World Bank has been the target of demonstrations. Protesters believe it finances projects that could damage the ecosystem, such as the Three Gorges Dam on China's Yangtze River. Others complain it supports countries that permit low-paying sweatshops or that suppress religious freedom.
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	The ________ has had a role in trying to shore up some weaker European countries during the recent financial crisis, including making loans to Greece, Portugal, and Ireland. 
 

	A. 
	World Bank



	B. 
	IMF



	C. 
	WTO



	D. 
	EU



	E. 
	GATT


The International Monetary Fund (IMF) is designed to assist in smoothing the flow of money between nations. In recent times, the IMF has become more high profile because of its role in trying to shore up some weaker European economies, including making loans to Greece, Portugal, and Ireland and considering how to assist Italy and Spain.
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	Which of the following is a major trading bloc? 
 

	A. 
	GATT



	B. 
	APEC



	C. 
	GLOBE



	D. 
	IMF



	E. 
	WTO


The six major trading blocs are the NAFTA nations, the European Union, the APEC countries, the ASEAN countries, the Mercosur, and CAFTA.
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	Over 682,000 U.S. workers have lost their jobs because they were moved south of the border as a result of 
 

	A. 
	NAFTA.



	B. 
	WTO.



	C. 
	Mercosur.



	D. 
	IMF.



	E. 
	EU.


Formed in 1994, the North American Free Trade Agreement (NAFTA) is a trading bloc consisting of the United States, Canada, and Mexico. In the United States, over 682,000 workers lost or were displaced from their jobs because of NAFTA's shifting of jobs south of the border.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	123.
	The __________ is the rate at which one country's currency can be exchanged for another country's currency. 
 

	A. 
	exchange rate



	B. 
	GATT



	C. 
	terms of transaction



	D. 
	interest rate



	E. 
	return rate


An exchange rate is the rate at which one country's currency can be exchanged for another country's currency.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	124.
	China and the United States are both part of what trading bloc? 
 

	A. 
	NAFTA



	B. 
	EU



	C. 
	ASEAN



	D. 
	Mercosur



	E. 
	APEC


The Asia-Pacific Economic Cooperation (APEC) is a group of 21 Pacific Rim countries whose purpose is to improve economic and political ties. Among the 21 members are the United States, Canada, and China.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	125.
	The economic community that includes China and Thailand is the 
 

	A. 
	NAFTA.



	B. 
	EU.



	C. 
	ASEAN.



	D. 
	Mercosur.



	E. 
	IMF.


The Association of Southeast Asian Nations (ASEAN) is a trading bloc consisting of 11 countries in Asia: Brunei, Cambodia, China, Indonesia, Laos, Malaysia, Myanmar (Burma), the Philippines, Singapore, Thailand, and Vietnam.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	126.
	Which of the following countries is a member of Mercosur? 
 

	A. 
	China



	B. 
	Paraguay



	C. 
	Greece



	D. 
	Panama



	E. 
	Mexico


The Mercosur is the largest trade bloc in Latin America and has 10 members: Argentina, Brazil, Paraguay, Uruguay, Venezuela, Bolivia, Chile, Colombia, Ecuador, and Peru.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	127.
	______ is a trading status that describes a condition in which a country grants other countries favorable trading treatment such as a reduction of import duties. 
 

	A. 
	Most favored nation



	B. 
	Liberty status



	C. 
	Protected trade



	D. 
	Mercosur



	E. 
	Free trading status


Most favored nation trading status describes a condition in which a country grants other countries favorable trading treatment such as the reduction of import duties.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 1 Easy
Topic: The World of Free Trade: Regional Economic Cooperation
 



	128.
	If your Chinese coworker in Hong Kong tells you that you have gained weight, you should interpret this comment as 
 

	A. 
	an insult.



	B. 
	flirtation.



	C. 
	a misunderstanding.



	D. 
	friendliness.



	E. 
	too personal.


In Hong Kong, an American journalist riding in an elevator said hi to a Chinese colleague. She responded, "You've gained weight." Although the remark would be regarded as tactless and offensive in the United States, "In China, such an intimate observation from a colleague isn't necessarily an insult," the journalist wrote. "It's probably just friendliness."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	129.
	A nation's __________ is the shared set of beliefs, values, knowledge, and patterns of behavior common to its people. 
 

	A. 
	economic policy



	B. 
	culture



	C. 
	social pattern



	D. 
	demography



	E. 
	political process


A nation's culture is the shared set of beliefs, values, knowledge, and patterns of behavior common to a group of people.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	130.
	David was feeling very anxious, confused, and out of place since he arrived for his new job in Taipei, Taiwan. It seemed like just about everything was different from what he was used to. David was experiencing 
 

	A. 
	overseas difficulties.



	B. 
	sociological struggles.



	C. 
	complexity issues.



	D. 
	culture shock.



	E. 
	adjustment pains.


Because a culture is made up of so many nuances, visitors to another culture may experience culture shock, the feelings of discomfort and disorientation associated with being in an unfamiliar culture.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 3 Hard
Topic: The Importance of Understanding Cultural Differences
 



	131.
	In a(n) ______, shared meanings are primarily derived from written and spoken words rather than situational cues. 
 

	A. 
	core values system



	B. 
	low-context culture



	C. 
	expatriate system



	D. 
	societal value system



	E. 
	high-context culture


A person from North America, Great Britain, Scandinavia, Germany, or Switzerland, for example, comes from a low-context culture in which shared meanings are primarily derived from written and spoken words.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	132.
	Which of the following is a cultural dimension measured in the GLOBE project? 
 

	A. 
	Uncertainty avoidance



	B. 
	Hierarchical structure



	C. 
	Ethnic egalitarianism



	D. 
	Profit seeking



	E. 
	Ethical orientation


The GLOBE project is a massive and ongoing cross-cultural investigation of nine cultural dimensions involved in leadership and organizational processes. The nine cultural dimensions are: power distance, uncertainty avoidance, institutional collectivism, in-group collectivism, gender egalitarianism, assertiveness, future orientation, performance orientation, and humane orientation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	133.
	Which of the following is a cultural dimension in the GLOBE project? 
 

	A. 
	Humane orientation



	B. 
	Power seeking



	C. 
	Ethnic egalitarianism



	D. 
	Failure avoidance



	E. 
	Group performance


The GLOBE project is a massive and ongoing cross-cultural investigation of nine cultural dimensions involved in leadership and organizational processes. The nine cultural dimensions are: power distance, uncertainty avoidance, institutional collectivism, in-group collectivism, gender egalitarianism, assertiveness, future orientation, performance orientation, and humane orientation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	134.
	How much pride and loyalty people should have for their family or organization is a cultural dimension in the GLOBE project known as 
 

	A. 
	institutional collectivism.



	B. 
	power distance.



	C. 
	social egalitarianism.



	D. 
	in-group collectivism.



	E. 
	human egalitarianism.


In-group collectivism is how much pride and loyalty people should have for their family or organization. In contrast to individualism, in-group collectivism expresses the extent to which people should take pride in being members of their family, circle of close friends, and their work organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	135.
	On GLOBE dimensions, the U.S. managerial sample scored high on 
 

	A. 
	power distance and uncertainty avoidance



	B. 
	in-group collectivism and future orientation



	C. 
	assertiveness and performance orientation



	D. 
	institutional collectivism and uncertainty avoidance



	E. 
	masculinity and humane orientation


The GLOBE dimensions show a great deal of cultural diversity around the world, but they also show how cultural patterns vary. For example, the U.S. managerial sample scored high on assertiveness and performance orientation, which is why Americans are widely perceived as being pushy and hardworking.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	136.
	When conducting business in English in Asia, if the answer to a question is "yes," one should assume that means 
 

	A. 
	with certainty.



	B. 
	no.



	C. 
	the question is understood.



	D. 
	I can be persuaded.



	E. 
	this is fair.


Even if you are operating in the English language, there are nuances between cultures that can lead to misperceptions. For instance, in Asia, a "yes" answer to a question "simply means the question is understood," says one well-traveled writer. "It's the beginning of negotiations."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 



	137.
	______ time is a preference for doing one thing at a time. 
 

	A. 
	Singular



	B. 
	Unichronic



	C. 
	Monochronic



	D. 
	Absolute



	E. 
	Unitary


Monochronic time is a preference for doing one thing at a time. In this perception, time is viewed as being limited, precisely segmented, and schedule driven.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 1 Easy
Topic: The Importance of Understanding Cultural Differences
 



	138.
	Bradley was working for the summer in Costa Rica. He had made arrangements with a business associate to give him a ride to a nearby town at 10 a.m. He was very upset when his ride had still not appeared by 10:30. Bradley did not understand that ______ time is common in Latin America. 
 

	A. 
	variable



	B. 
	monochronic



	C. 
	multitask



	D. 
	delayed



	E. 
	polychronic


Polychronic time is a preference for doing more than one thing at a time. Here time is viewed as being flexible and multidimensional. This outlook on time is the kind that prevails in Mediterranean, Latin American, and especially Arab cultures.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 3 Hard
Topic: The Importance of Understanding Cultural Differences
 



	139.
	Jill, a native of New Orleans, was living in Berlin and working for a U.S. news magazine. Jill would best be termed a(n) 
 

	A. 
	countertrader.



	B. 
	franchisor.



	C. 
	expatriate.



	D. 
	outsourcer.



	E. 
	refugee.


Expatriates are those people living or working in a foreign country.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 3 Hard
Topic: The Importance of Understanding Cultural Differences
 


 
















Essay Questions
 
	140.
	Describe the history of communication and how it has been important to great civilizations through the modern day, and the concept of the "global village." 
 

The hallmark of great civilizations has been their great systems of communications. In the beginning, communications was based on transportation: the Roman Empire had its network of roads, as did other ancient civilizations, such as the Incas. Later the great European powers had their far-flung navies. In the 19th century, the United States and Canada unified North America by building transcontinental railroads. Later the airplane reduced travel time between continents.

Transportation began to yield to the electronic exchange of information. Beginning in 1844, the telegraph ended the short existence of the Pony Express and, beginning in 1876, found itself in competition with the telephone. The amplifying vacuum tube, invented in 1906, led to commercial radio. Television came into being in England in 1925. During the 1950s and 1960s, as television exploded throughout the world, communications philosopher Marshall McLuhan posed the notion of a "global village," which refers to the "shrinking" of time and space as air travel and the electronic media have made it easier for the people of the globe to communicate with one another.

Then the world became even faster and smaller. Fifteen years ago, cell phones, pagers, fax, and voice-mail links barely existed. Then came the Internet, the worldwide computer-linked "network of networks," of which there were an estimated 1.7 billion users throughout the world in late 2000. The arrival of the Web quickly led to e-commerce, or electronic commerce, the buying and selling of products and services through computer networks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	141.
	What is meant by the term global economy? How will it positively and negatively affect the United States? 
 

The global economy refers to the growing tendency of the economies of the world to interact with one another as one market instead of many national markets.

This positively affects the United States by providing additional markets for U.S. products, which will mean domestic growth. In addition, foreign firms are building plants in the United States, revitalizing parts of industrial America. Foreign direct investment makes up 15% of the country's gross domestic product (total value of all goods and services). Companies based overseas provide jobs for approximately 10% of the U.S. workforce.

It negatively affects the United States because economic problems in other parts of the world are more likely to affect the U.S. economy. There are risks associated with financially intertwined markets. Another negative effect is the movement, or outsourcing, of formerly well-paying jobs overseas as companies seek cheaper labor costs, particularly in manufacturing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-01 What three important developments of globalization will probably affect me?
Level of Difficulty: 2 Medium
Topic: Globalization: The Collapse of Time and Distance
 



	142.
	What are the advantages to your career of working overseas? 
 

Anyone with international experience is likely to have a leg up, higher salary, and be more marketable. Foreign experience demonstrates independence, resourcefulness, and entrepreneurship, according to management recruiters. People who have worked abroad can generally move quickly and are nimble with inquiring minds. People who have worked and supported themselves overseas tend to be adaptive and inquisitive—valuable skills in today's workplace.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	143.
	Describe ethnocentrism and the dangers of being an ethnocentric manager when working overseas, and discuss what other approach may be superior. 
 

Ethnocentric managers believe that their native country, culture, language, and behavior are superior to all others. Ethnocentric managers tend to believe that they can export the managers and practices of their home countries to anywhere in the world and that they will be more capable and reliable. Ethnocentrism can be bad for business. A survey of 918 companies with home offices in the United States, Japan, and Europe found that ethnocentric policies were linked to such problems as recruiting difficulties, high turnover rates, and lawsuits over personnel policies.

Successful international managers are geocentric instead; that is, they accept the differences and similarities between domestic and foreign people and cultures and use whatever management techniques are most effective in particular situations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-02 Why learn about international management; and what characterizes the successful international manager?
Level of Difficulty: 2 Medium
Topic: You and International Management
 



	144.
	Identify at least three benefits for companies of expanding internationally, and provide an example of each. 
 

The benefits include:

1. Availability of supplies. For years oil companies, for example, have expanded their activities outside the United States in seeking cheaper or more plentiful sources of oil.
2. New markets for old products. Sometimes a company will find, as cigarette makers have, that the demand for their product has declined domestically but that they can still make money overseas.
3. Lower labor costs. For example, the rationale for using maquiladoras, manufacturing plants allowed to operate in Mexico with special privileges in return for employing Mexican citizens, is that they provide less expensive labor for assembling everything from appliances to cars.
4. Access to financial capital. Sometimes a foreign government will offer a subsidy in hopes of attracting a company that will create jobs, as Ireland did in the 1970s for Lotus sports-car maker John DeLorean.
5. Avoidance of trade barriers. For example, Japan imposes tariffs on agricultural products, such as rice, imported from the United States. To avoid these penalties, a company might create a subsidiary to produce the product in the foreign country.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 3 Hard
Topic: Why and How Companies Expand Internationally
 



	145.
	Explain the various ways that companies can expand internationally. List them in order of lowest to highest risk and investment. 
 

The alternatives are:

1. Global outsourcing: using suppliers outside the country to provide goods and/or services.
2. Importing, exporting, and countertrading: buying foreign products for domestic resale, selling domestic products outside the country, or trading for goods.
3. Licensing or franchising: allowing a foreign company to distribute a good or service for a fee, or allowing a foreign company to use a brand name and organizational know-how in return for a fee and percentage of profits.
4. Joint venture: allying with a foreign company to start a new enterprise together in a foreign country.
5. Wholly owned subsidiary: buying or starting a foreign subsidiary.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-03 Why do companies expand internationally; and how do they do it?
Level of Difficulty: 2 Medium
Topic: Why and How Companies Expand Internationally
 



	146.
	Explain the three primary barriers to free trade that can exist, and why a country might erect such barriers. Give an example of each. 
 

Barriers include protective tariffs, import quotas, and embargoes. Countries often use such barriers as a form of trade protectionism, the use of government regulations to limit the import of goods and services, to protect their domestic industries against foreign competition. The justification they often use is that this saves jobs.

Tariffs are duties or taxes levied on imports. Tariffs may be used to raise money for the government (revenue tariffs) or to protect domestic production (protective tariffs). An example of the second type is the U.S. tariff on Chinese tires.

Import quotas are limits on the numbers of a product that can be imported. These also protect domestic industries. The United States has also used this technique to protect domestic steel production against Japanese competition.

Embargoes are complete bans on import or export of particular products. This may be done to protect domestic production or for reasons of foreign policy or protection of technological secrets. For example, the United States has banned the import of Cuban cigars and sugar for political reasons.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 3 Hard
Topic: The World of Free Trade: Regional Economic Cooperation
 



	147.
	Identify and discuss the purpose of the three principal organizations designed to facilitate international trade. 
 

The three organizations are the WTO, the World Bank, and the IMF.

The WTO (World Trade Organization) serves as a forum for agreements between nations about international trade, and a means to resolve disputes in that area.

The World Bank provides low-interest loans to developing countries for improving their infrastructure, including transportation, education, health, and communications.

The IMF (International Monetary Fund) assists in the flow of money between nations, and operates as a last-resort lender that makes short-term loans to countries in financial difficulties.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	148.
	What is a trading bloc? Identify four major trading blocs and the area of the world in which the member countries are located. 
 

A trading bloc is a group of nations in a particular geographic area that agree to join together to remove trade barriers with one another. The major trading blocs are:

NAFTA: United States, Canada, Mexico

EU: Europe

ASEAN: Southeast Asia

APEC: countries of the Pacific Rim, including the United States, Canada, and China

Mercosur: Latin America

CAFTA: Central America


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-04 What are barriers to free trade; and what major organizations and trading blocs promote trade?
Level of Difficulty: 2 Medium
Topic: The World of Free Trade: Regional Economic Cooperation
 



	149.
	Discuss the cultural differences in language, interpersonal space, time orientation, and religion. Why are these factors important to successful international business? 
 

Language: Only 20% of the people of the world speak English, and over 3,000 different languages are spoken. Even when speaking English, how particular words are to be interpreted can vary.

Interpersonal space: People of different cultures have different ideas about what is acceptable interpersonal space—that is, how close or far away one should be when communicating with another person. This can lead to cross-cultural misunderstandings and discomfort.

Time orientation: Individuals in cultures with monochronic time prefer doing one thing at a time, and perceive time as being limited, precisely segmented, and schedule driven. Those with polychronic orientation find multitasking acceptable, and view time as flexible and multidimensional. This can lead to cross cultural misunderstandings.

Religion: Major religions include Christianity, Islam, Hinduism, Buddhism, Judaism, and Chinese traditional religions; members of these religions vary widely in their most important work-related values.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 04-05 What are the principal areas of cultural differences?
Level of Difficulty: 2 Medium
Topic: The Importance of Understanding Cultural Differences
 














Chapter 05 Planning: The Foundation of Successful Management Answer Key

 

True / False Questions
 
	1.
	The career path that most resembles the traditional view of climbing the stairs in a corporate hierarchy is called the linear career. 
 
TRUE
The linear career resembles the traditional view of climbing the stairs in an organization's hierarchy. That is, you move up the organization in a series of jobs, each of which entails more responsibility and requires more skills.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	2.
	A steady-state career entails a slow-but-steady growth in level of responsibility and compensation. 
 
FALSE
The steady-state career is almost the opposite of a linear career: You discover early in life that you're comfortable with a certain occupation and you stay with it. Or you accept a promotion for a while, decide you don't like the responsibility, and take a step down.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	3.
	A spiral career path depends on having jobs that, while fundamentally different, build on one another. 
 
TRUE
The spiral career is, like the linear career, upwardly mobile. However, on this career path, you would have a number of jobs that are fundamentally different yet still build on one another, giving you more general experience and the skills to advance in rank and status.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	4.
	A transitory career path involves a series of alternating promotions and demotions. 
 
FALSE
If you favor the transitory career path, you're the kind of person who doesn't want the responsibility that comes with promotion. You're a free spirit who likes the variety of experience that comes with continually shifting sideways from job to job or place to place (or you're afraid of making the commitment to doing any one thing).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	5.
	Planning helps managers to cope with events that can be predicted but is not particularly helpful when conditions are uncertain. 
 
FALSE
Planning is coping with uncertainty by formulating future courses of action to achieve specified results.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 1 Easy
Topic: Planning and Uncertainty
 



	6.
	Planning occurs only at the highest levels of an organization, being done by top managers. 
 
FALSE
Planning covers not only strategic planning (done by top managers) but also tactical planning (done by middle managers) and operational planning (done by first-line managers).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	7.
	Planning and strategic management derive from an organization's mission and vision about itself. 
 
TRUE
Planning and strategic management derive from an organization's mission and vision about itself, as shown in Figure 5.1.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	8.
	In this time of Internet connections and speedy-access computer databases, one typically has complete information for planning and decision making. 
 
FALSE
Despite modern technology, many occurrences prevent complete gathering of facts. Often you may have to "go with what you've got" and make a decision based on a plan that is perhaps only three-quarters complete.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	9.
	Planning gives you expectations against which you can compare your performance. 
 
TRUE
How well is your work going in an organization? You won't know unless you have some way of checking your progress. That's why you need to have some expectations of what you're supposed to do, or in other words, a plan.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	10.
	According to Miles and Snow's basic strategy types, a defender protects its strong position in an industry by constantly seeking new opportunities for growth. 
 
FALSE
Defenders are expert at producing and selling narrowly defined products or services. They do not tend to seek opportunities outside their present markets. They devote most of their attention to making refinements in their existing operations, such as slashing prices.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	11.
	Facebook strives to be on the cutting edge of social media and is experiencing phenomenal growth. It encourages what it calls a "hacker" mindset, always looking to break down the old in favor of something better. Of Miles and Snow's basic strategy types, Facebook would be described as a prospector. 
 
TRUE
Prospectors are aggressive companies focused on developing new products or services and in seeking out new markets, rather than waiting for things to happen.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 3 Hard
Topic: Planning and Uncertainty
 



	12.
	Microsoft has been accused of adapting competitors' products after those firms spent the resources and took the risks to develop them. Companies with this strategy are known as analyzers by Miles and Snow. 
 
TRUE
Analyzers let other organizations take the risks of product development and marketing and then imitate what seems to work best. For years, Microsoft has been accused of taking this approach.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	13.
	Blockbuster Video was slow to adapt to the latest trends in its industry, such as DVD-by-mail and movie downloads online. When it tried to incorporate the same into its business model, it was well behind competitors like Netflix. Blockbuster might be defined as a defender, according to Miles and Snow. 
 
FALSE
The Reactor is passive and reactive, making adjustments only when finally forced to by environmental pressures. In the worst cases, they are so incapable of responding fast enough that they suffer massive sales losses and are even driven out of business.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 3 Hard
Topic: Planning and Uncertainty
 



	14.
	Eastman Kodak, though it actually invented the digital camera, was slow to move into the production of this product as well as digital printers. Its continued reliance on traditional 35mm film production and processing, which resulted in its bankruptcy, makes it a reactor according to Miles and Snow. 
 
TRUE
The Reactor is passive and reactive, making adjustments only when finally forced to by environmental pressures. In the worst cases, they are so incapable of responding fast enough that they suffer massive sales losses and are even driven out of business.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 3 Hard
Topic: Planning and Uncertainty
 



	15.
	The process of a business cycling through decisions first to select products and markets, then about producing and delivering the products, and finally to establish roles and processes is known as the discovery cycle. 
 
FALSE
The adaptive cycle portrays businesses as continuously cycling through decisions about three kinds of business problems: (1) entrepreneurial (selecting and making adjustments of products and markets), (2) engineering (producing and delivering the products), and (3) administrative (establishing roles, relationships, and organizational processes).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	16.
	The administrative part of the adaptive cycle focuses on establishing roles and organizational processes. 
 
TRUE
The adaptive cycle portrays businesses as continuously cycling through decisions about three kinds of business problems: (1) entrepreneurial (selecting and making adjustments of products and markets), (2) engineering (producing and delivering the products), and (3) administrative (establishing roles, relationships, and organizational processes).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	17.
	In an organization's approach to planning, its mission and vision statements should be created once the strategic planning process is complete. 
 
FALSE
According to Figure 5.2, an organization should express its mission and vision, and from these are derived the strategic plans.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	18.
	Determining an organization's mission is the responsibility of top management and the board of directors. 
 
TRUE
Determining the mission is the responsibility of top management and the board of directors. It is up to them to formulate a mission statement, which expresses the purpose of the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	19.
	A vision has a clear sense of the future and the actions needed to get there. 
 
TRUE
A vision is a long-term goal describing "what" an organization wants to become. It is a clear sense of the future and the actions needed to get there.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	20.
	A mission statement expresses what the organization should become and where it wants to go strategically. 
 
FALSE
An organization's mission statement identifies the goods or services it provides and will provide. A vision statement expresses what the organization should become, where it wants to go strategically.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	21.
	Amazon's statement in which it states its desire "to be the earth's most customer-centric company; to build a place where people can come to find and discover anything they might want to buy online" is a mission statement. 
 
FALSE
Vision statements answer the question, "What do we want to become?" or "Where do we want to go?" Here is Amazon's statement: "Our vision is to be earth's most customer-centric company; to build a place where people can come to find and discover anything they might want to buy online."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	22.
	Strategic planning determines goals for an organization for a period of 1-5 years. 
 
TRUE
Using their mission and vision statements, top managers do strategic planning. They determine what the organization's long-term goals should be for the next 1-5 years with the resources they expect to have available.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	23.
	Tactical planning is done by first-line managers, who look forward to the next 1-8 weeks. 
 
FALSE
Tactical planning is determining what contributions middle managers and their departments or similar work units can make with their given resources during the next 6-24 months.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	24.
	Operational planning is normally performed by middle management. 
 
FALSE
Strategic priorities and policies are passed down to middle managers, who must do tactical planning. Operational planning is done by first-line managers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	25.
	Decisions that are predictable, following a well-defined set of procedures, are typical of operational planning. 
 
TRUE
According to Figure 5.3, operational planning helps to direct daily tasks of nonmanagerial personnel, and decisions are often predictable, following a well-defined set of routine procedures.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	26.
	As part of the planning process, businesses set what are known as targets, which are specific commitments to achieve measurable results within a stated period of time. 
 
FALSE
A goal, also known as an objective, is a specific commitment to achieve a measurable result within a stated period of time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	27.
	An organization's goals arranged in a hierarchy from low level to high level can be termed a means-end chain. 
 
TRUE
Goals are arranged in a hierarchy known as a means-end chain because, in the chain of management, the accomplishment of low-level goals is the means leading to the accomplishment of high-level goals or ends.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	28.
	Strategic goals focus on objectives for the organization as a whole. 
 
TRUE
Strategic goals are set by and for top management and focus on objectives for the organization as a whole.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	29.
	Operational goals are set by middle managers and focus on the actions needed to achieve strategic goals. 
 
FALSE
Tactical goals are set by and for middle managers and focus on the actions needed to achieve strategic goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	30.
	The operating plan defines the course of action needed to achieve a stated goal. 
 
FALSE
The goal should be followed by an action plan, which defines the course of action needed to achieve the stated goal, such as a marketing plan or sales plan. The operating plan, which is typically designed for a 1-year period, defines how you will conduct your business based on the action plan; it identifies clear targets such as revenues, cash flow, and market share.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	31.
	A marketing plan is an example of an action plan. 
 
TRUE
A goal should be followed by an action plan, which defines the course of action needed to achieve the stated goal, such as a marketing plan or sales plan.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	32.
	The operating plan identifies clear targets such as revenues and cash flow. 
 
TRUE
The operating plan, which is typically designed for a 1-year period, defines how you will conduct your business based on the action plan; it identifies clear targets such as revenues, cash flow, and market share.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	33.
	Southwest Airlines' goal of being highly profitable is a tactical goal. 
 
FALSE
The strategic goal of top managers of Dallas-based Southwest Airlines is to ensure that the airline is highly profitable, following the general strategy of (a) keeping costs and fares down, (b) offering a superior on-time arrival record, and (c) keeping customers happy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	34.
	Southwest Airlines' goal of making arrival times more reliable is a tactical goal. 
 
TRUE
How do you make arrival times more reliable? To achieve this second tactical goal, middle managers did away with guaranteed seat reservations before ticketing, so that no-shows won't complicate (and therefore delay) the boarding process. Passengers paying more for "business select" are now the exception.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	35.
	Policies, procedures, and rules are types of single-use plans. 
 
FALSE
Standing plans consist of policies, procedures, and rules.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	36.
	A policy includes more specifics than does a rule. 
 
FALSE
A rule is a standing plan that designates specific required action. A policy is a standing plan that outlines the general response to a designated problem or situation with few specifics.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	37.
	A procedure is a standing plan that outlines the response to particular problems or circumstances. 
 
TRUE
A procedure (or standard operating procedure) is a standing plan that outlines the response to particular problems or circumstances.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	38.
	In single-use plans, a program is another name for a project. 
 
FALSE
Single-use plans can be programs or projects. A program is a single-use plan encompassing a range of projects or activities. A project is a single-use plan of less scope and complexity than a program.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	39.
	The U.S. government space program is an example of a single-use plan. 
 
TRUE
A program is a single-use plan encompassing a range of projects or activities. Example: The U.S. government space program had several projects, including the space shuttle project and the Hubble Telescope project.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	40.
	SMART is an acronym that represents characteristics necessary to motivate employees in their periodic reviews. 
 
FALSE
The five characteristics of a good goal are represented by the acronym SMART. A SMART goal is one that is Specific, Measurable, Attainable, Results-oriented, and has Target dates.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 1 Easy
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	41.
	The "R" in a SMART goal stands for "reachable." 
 
FALSE
The five characteristics of a good goal are represented by the acronym SMART. A SMART goal is one that is Specific, Measurable, Attainable, Results-oriented, and has Target dates.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 1 Easy
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	42.
	A bike messenger company that operates in the downtown area of a large city recently set the following goal: "All deliveries should be completed as quickly as possible." This example meets the criteria for a SMART goal. 
 
FALSE
A SMART goal is one that is Specific, Measurable, Attainable, Results-oriented, and has Target dates. The example is not measurable.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 3 Hard
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	43.
	SMART goals that are challenging yet can be met within the available scope of time, equipment, and financial support are known as attainable, the "A" in SMART. 
 
TRUE
A SMART goal is one that is Specific, Measurable, Attainable, Results-oriented, and has Target dates. Goals should be challenging, of course, but above all they should be realistic and attainable. It may be best to set goals that are quite ambitious so as to challenge people to meet high standards. Always, however, the goals should be achievable within the scope of the time, equipment, and financial support available.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	44.
	Because it is unrealistic for SMART goals to be accomplished overnight, they should have target dates. 
 
TRUE
A SMART goal is one that is Specific, Measurable, Attainable, Results-oriented, and has Target dates. Goals should specify the target dates or deadline dates when they are to be attained. For example, it's unrealistic to expect an airline to improve its on-time arrivals by 10% overnight. However, you could set a target date, say 3 to 6 months away, by which this goal is to be achieved.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	45.
	MBO was developed by Frederick Taylor as part of scientific management. 
 
FALSE
First suggested by Peter Drucker in 1954, MBO has spread largely because of the appeal of its emphasis on converting general objectives into specific ones for all members of an organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	46.
	The first step in an MBO program is for the manager to set objectives for her subordinate. 
 
FALSE
In the first step of MBO, you sit down with your manager and the two of you jointly set objectives for you to attain. It's necessary to have back-and-forth negotiation to make the objectives practicable.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 1 Easy
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	47.
	The purpose of MBO is to motivate subordinates. 
 
TRUE
The purpose of MBO is to motivate rather than control subordinates.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	48.
	Perpetuation objectives are one type of objective used in MBO. 
 
FALSE
There are three types of objectives in MBO: improvement objectives, personal development objectives, and maintenance objectives (see Table 5.2).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	49.
	In MBO, objectives that employees fail to meet should be put aside for the next period in favor of ones that they can achieve. 
 
FALSE
Failure to meet MBO objectives can be addressed by redefining the objectives for the next 6- or 12-month period, or even by taking stronger measures, such as demotion.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	50.
	In order for MBO to be successful, it must be implemented throughout the entire organization. 
 
TRUE
The MBO program has to be put in place throughout the entire organization. That is, it cannot be applied in just some divisions and departments; it has to be done in all of them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	51.
	Organizationwide, the best structure for objectives in MBO is known as a diversity pattern. 
 
FALSE
MBO works by cascading objectives down through the organization; that is, objectives are structured in a unified hierarchy, becoming more specific at lower levels of the organization. Top managers set general organizational objectives, which are translated into divisional objectives, which are translated into departmental objectives. The hierarchy ends in individual objectives set by each employee.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	52.
	Deadlines can help one concentrate the mind, in order to make decisions rather than put them off. 
 
TRUE
Deadlines can help you keep your eye on the "big picture" while simultaneously paying attention to the details that will help you realize the big picture. Deadlines can help concentrate the mind, so that you make quick decisions rather than put them off.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	53.
	In the planning/control cycle, part of the control process can be to improve future plans. 
 
TRUE
In the planning/control cycle, controlling the direction of planning can be accomplished by taking corrective action in two ways: by correcting deviations in the plan being carried out, or by improving future plans.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 2 Medium
Topic: The Planning/Control Cycle
 



	54.
	The planning/control cycle has three planning steps and three control steps. 
 
FALSE
The planning/control cycle has two planning steps and two control steps (see Figure 5.5).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 2 Medium
Topic: The Planning/Control Cycle
 



	55.
	In the planning/control cycle, comparing the results with the plan is one of the control steps. 
 
TRUE
In Figure 5.5, the two control steps are (1) control the direction by comparing the results with the plan; and (2) control the direction by correcting deviations or improving future plans.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 1 Easy
Topic: The Planning/Control Cycle
 



	56.
	In the planning/control cycle, carrying out the plan is one of the control steps. 
 
FALSE
In Figure 5.5, the two planning steps are (1) make the plan, and (2) carry out the plan.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 1 Easy
Topic: The Planning/Control Cycle
 


 

Multiple Choice Questions
 
	57.
	A career that is upwardly mobile, with a number of jobs that are fundamentally different yet still build on one another is known as a(n) ______ career. 
 

	A. 
	steady-state



	B. 
	portfolio



	C. 
	spiral



	D. 
	inclining



	E. 
	linear


The spiral career is, like the linear career, upwardly mobile. However, on this career path, you would have a number of jobs that are fundamentally different yet still build on one another, giving you more general experience and the skills to advance in rank and status.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 1 Easy
Topic: Planning and Uncertainty
 



	58.
	If you are happiest being a "hands-on" professional rather than becoming a manager, you may prefer a(n) ______ career. 
 

	A. 
	steady-state



	B. 
	portfolio



	C. 
	spiral



	D. 
	inclining



	E. 
	linear


The steady-state career is actually fairly commonplace: Sales representatives, computer programmers, or physicians, for example, may decide they are happy being "hands-on" professionals rather than managers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	59.
	Planning is defined as 
 

	A. 
	formulating a method to allocate resources effectively.



	B. 
	motivating employees.



	C. 
	coping with obstacles to past performance.



	D. 
	setting goals and deciding how to achieve them.



	E. 
	implementing strategic goals.


Planning is defined as setting goals and deciding how to achieve them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 1 Easy
Topic: Planning and Uncertainty
 



	60.
	During which managerial function do you make a blueprint for action that describes what you need to do to realize your goals? 
 

	A. 
	Organizing



	B. 
	Leading



	C. 
	Controlling



	D. 
	Defining



	E. 
	Planning


Planning is coping with uncertainty by formulating future courses of action to achieve specified results. When you make a plan, you make a blueprint for action that describes what you need to do to realize your goals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	61.
	Which of the following is one of the challenges of planning? 
 

	A. 
	Assigning the right people to tasks.



	B. 
	Determining the correct budget.



	C. 
	Measuring results with accuracy.



	D. 
	Finding the time to plan.



	E. 
	Motivating employees.


Planning requires you to set aside time to do it, and it will require your time and some of your subordinates'.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	62.
	If you do not have all of the information for a complete plan, you should 
 

	A. 
	make decisions based on what you have, since perfect information is rare.



	B. 
	wait until you can get that information to take action you know will be appropriate.



	C. 
	implement two or more courses of action simultaneously.



	D. 
	shrink the plan to limit its scope to only areas where you have good information.



	E. 
	disregard the plan and go with your intuition.


A plan need not be perfect to be executable. While you shouldn't shoot from the hip in making decisions, often you may have to "go with what you've got" and make a decision based on a plan that is perhaps only three-quarters complete.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	63.
	Which of the following is a benefit of planning? 
 

	A. 
	Planning allows you to spend little time preparing for the future.



	B. 
	Planning allows you to make all decisions without consulting superiors.



	C. 
	Planning helps you compare your results to your competitors'.



	D. 
	Planning helps the company to be spontaneous.



	E. 
	Planning helps you cope with uncertainty.


There are four benefits to planning: (1) planning helps you check on your progress. (2) Planning helps you coordinate activities. (3) Planning helps you think ahead. (4) Planning helps you cope with uncertainty.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	64.
	Which of the following is one of the organizational responses organizations make when confronted with uncertainty, as identified by Miles and Snow? 
 

	A. 
	Aggressor



	B. 
	Investigator



	C. 
	Reactor



	D. 
	Planner



	E. 
	Leader


Scholars Raymond E. Miles and Charles C. Snow suggest that organizations adopt one of four approaches when responding to uncertainty in their environment. They become Defenders, Prospectors, Analyzers, or Reactors.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	65.
	A company that is an expert at producing and selling narrowly defined products or services, and which does not tend to seek opportunities outside its present market is known by Miles and Snow as a(n) 
 

	A. 
	defender.



	B. 
	analyzer.



	C. 
	adaptor.



	D. 
	prospector.



	E. 
	reactor.


Defenders are expert at producing and selling narrowly defined products or services. They do not tend to seek opportunities outside their present markets.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 1 Easy
Topic: Planning and Uncertainty
 



	66.
	When a firm responds to uncertainty in its environment as a(n) ________, its continual pursuit of product and market innovation may lead to a loss of efficiency, but is likely to make competitors nervous. 
 

	A. 
	reactor



	B. 
	analyzer



	C. 
	defender



	D. 
	prospector



	E. 
	executor


Prospectors focus on developing new products or services and in seeking out new markets, rather than waiting for things to happen. The continual product and market innovation has a price: Such companies may suffer a loss of efficiency. Nevertheless, their focus on change can put fear in the hearts of competitors.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	67.
	In the current broadband environment, consumers are able to download products like music, movies, and books. Netflix was aggressive in taking advantage of this fact, offering web streaming and game console access to its customers before competitors. According to Miles and Snow, Netflix would be a(n) 
 

	A. 
	reactor.



	B. 
	prospector.



	C. 
	analyzer.



	D. 
	defender.



	E. 
	executor.


A company described as "aggressive" is often a Prospector organization. Prospectors focus on developing new products or services and in seeking out new markets, rather than waiting for things to happen.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 3 Hard
Topic: Planning and Uncertainty
 



	68.
	A company producing cameras and video cameras prefers to focus its resources on a fast imitation program to reverse-engineer new features from competitors and add those, rather than implementing truly inventive features. Miles and Snow would call this company a(n) 
 

	A. 
	reactor.



	B. 
	prospector.



	C. 
	analyzer.



	D. 
	defender.



	E. 
	imitator.


Analyzers take a "me too" response to the world. Analyzers let other organizations take the risks of product development and marketing and then imitate (or perhaps slightly improve on) what seems to work best.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 3 Hard
Topic: Planning and Uncertainty
 



	69.
	The adaptive cycle portrays businesses as continuously cycling through three kinds of business decisions: entrepreneurial, ______, and administrative. 
 

	A. 
	leadership



	B. 
	alignment



	C. 
	organization



	D. 
	production



	E. 
	engineering


Miles and Snow introduced the idea of the adaptive cycle, which portrays businesses as continuously cycling through decisions about three kinds of business problems: (1) entrepreneurial (selecting and making adjustments of products and markets), (2) engineering, and (3) administrative (establishing roles, relationships, and organizational processes).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	70.
	If a business lacks insight or fails to use the adaptive cycle properly, it is likely to be which of the following? 
 

	A. 
	A prospector



	B. 
	An analyzer



	C. 
	A defender



	D. 
	A reactor



	E. 
	An imitator


As one scholar points out, "With enough cycles and insight, a given business becomes a very good, comprehensively aligned Prospector, Analyzer, or Defender. If a business lacks insight, or if it fails to take advantage of alignment opportunities afforded by the adaptive cycle, it will be an incongruent, poorly performing Reactor."
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	71.
	Which of the following is the correct order of planning steps within an organization? 
 

	A. 
	Strategic planning, mission statement & vision statement, operational planning, tactical planning



	B. 
	Strategic planning, mission statement & vision statement, tactical planning, operational planning



	C. 
	Strategic planning, operational planning, mission statement & vision statement, tactical planning



	D. 
	Mission statement & vision statement, strategic planning, tactical planning, operational planning



	E. 
	Mission statement & vision statement, strategic planning, operational planning, tactical planning


According to Figure 5.2, the correct order of the steps is mission statement & vision statement, strategic planning, tactical planning, and operational planning.
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	72.
	Which of the following comes LAST when an organization makes a plan? 
 

	A. 
	operational planning



	B. 
	mission statement



	C. 
	strategic planning



	D. 
	tactical planning



	E. 
	vision statement


According to Figure 5.2, the correct order of the steps is mission statement & vision statement, strategic planning, tactical planning, and operational planning.
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	73.
	The statement which expresses the purpose of an organization is called a(n) 
 

	A. 
	goal statement.



	B. 
	rationale statement.



	C. 
	vision statement.



	D. 
	intention statement.



	E. 
	mission statement.


A mission statement expresses the purpose of the organization.
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	74.
	Hilton Hotel's statement expressing its purpose as "to fill the earth with the light and warmth of hospitality" is a(n) 
 

	A. 
	vision statement.



	B. 
	intention statement.



	C. 
	goal statement.



	D. 
	mission statement.



	E. 
	rationale statement.


A mission statement expresses the purpose of the organization. The mission statement for Hilton Hotels, a large company, reads: "To fill the earth with the light and warmth of hospitality."
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	75.
	McKesson Corp., a U.S. pharmaceutical distributor, has a(n) ________ statement, which is "to provide comprehensive pharmacy solutions that improve productivity, profitability and result in superior patient care and satisfaction." 
 

	A. 
	purpose



	B. 
	vision



	C. 
	intention



	D. 
	goal



	E. 
	mission


A mission statement expresses the purpose of the organization. Whether the organization is for-profit or nonprofit, the mission statement identifies the goods or services the organization provides and will provide. Sometimes it also gives the reasons for providing them (to make a profit or to achieve humanitarian goals, for example).
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	76.
	Avon, the world's leading direct seller of beauty products, has a(n) ________ statement, which is "to be the company that best understands and satisfies the product, service, and self-fulfillment needs of women globally." 
 

	A. 
	vision



	B. 
	intention



	C. 
	goal



	D. 
	mission



	E. 
	rationale


A vision statement expresses what the organization should become, where it wants to go strategically.
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	77.
	There are three levels of planning. Their order, from first to last, is 
 

	A. 
	operational, tactical, and strategic.



	B. 
	strategic, operational, and tactical.



	C. 
	tactical, operational, and strategic.



	D. 
	tactical, strategic, and operational.



	E. 
	strategic, tactical, and operational.


The order of planning is strategic, then tactical, and then operational.
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	78.
	At which level of planning must managers be paying attention to the environment outside the organization, be future oriented, and deal with uncertain and competitive conditions? 
 

	A. 
	tactical



	B. 
	organizational



	C. 
	strategic



	D. 
	front-line



	E. 
	operational


According to Figure 5.3, strategic planning includes long-term decisions about the overall direction of the organization. Managers need to pay attention to the environment outside the organization, be future oriented, and deal with uncertain and highly competitive conditions.
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	79.
	Because of the frequency with which world competition and information technology alter marketplace conditions, a company's ________ may have to be done closer to every 1 or 2 years than every 5. 
 

	A. 
	management planning



	B. 
	strategic planning



	C. 
	tactical planning



	D. 
	operational planning



	E. 
	implementation planning


Strategic planning determines what the organization's long-term goals should be for the next 1-5 years with the resources they expect to have available. Today, because of the frequency with which world competition and information technology alter marketplace conditions, a company's strategic planning may have to be done closer to every 1 or 2 years than every 5.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	80.
	Which level of management is most often engaged in tactical planning? 
 

	A. 
	Working-level employees



	B. 
	First-line managers



	C. 
	Middle managers



	D. 
	Top managers



	E. 
	Consultants


The strategic priorities and policies are then passed down to middle managers, who must do tactical planning.
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	81.
	What is the time frame of an operational plan? 
 

	A. 
	2-10 years



	B. 
	1-5 years



	C. 
	6-24 months



	D. 
	1-52 weeks



	E. 
	1-90 days


First-line managers do operational planning, which means they determine how to accomplish specific tasks with available resources within the next 1-52 weeks.
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	82.
	Alita is participating with other division heads in a discussion about new international competition for the firm and what the organization's goals should be for the next three years. She is participating in 
 

	A. 
	tactical planning.



	B. 
	strategic planning.



	C. 
	operational planning.



	D. 
	controlling.



	E. 
	writing a mission statement.


According to Figure 5.3, strategic planning includes long-term decisions about overall direction of organization. Managers need to pay attention to environment outside the organization, be future oriented, and deal with uncertain and highly competitive conditions.
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	83.
	Executive management has recently decided to acquire a small company with a complementary product line, so Craig, a marketing manager, is meeting with other managers to discuss how to implement policies to support the acquisition over the next year. He is participating in 
 

	A. 
	mission development.



	B. 
	strategic planning.



	C. 
	controlling.



	D. 
	operational planning.



	E. 
	tactical planning.


Tactical planning is done by middle management to determine what contributions their departments or similar work units can make with their given resources during the next 6-24 months.
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	84.
	Portia is meeting with her subordinates to determine which workers from her department need training in order to handle production increases expected during the next nine months. Portia is involved in 
 

	A. 
	vision development.



	B. 
	operational planning.



	C. 
	controlling.



	D. 
	tactical planning.



	E. 
	developing an MBO.


Operational planning is done by first-line management to determine how to accomplish specific tasks with available resources within the next 1-52 weeks.
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	85.
	Which of the following is associated with operational planning? 
 

	A. 
	Determining the overall direction of the organization.



	B. 
	Examining the environment outside of the organization.



	C. 
	Implementing policies and plans of top management.



	D. 
	Directing daily tasks of nonmanagerial personnel.



	E. 
	Making decisions under highly uncertain conditions.


According to Figure 5.3, operational planning is done by first-line management and directs the daily tasks of nonmanagerial personnel. Decisions are often predictable, following routine procedures.
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	86.
	Which of the following best represents the strategic planning time frame that Jeff Bezos of Amazon prefers? 
 

	A. 
	Six months or less



	B. 
	One to two years



	C. 
	Three to five years



	D. 
	Five to seven years



	E. 
	Ten to twenty years


Back in 1997, Bezos warned stockholders that "[i]t's all about the long term. We may make decisions and weigh trade-offs differently than some companies." Most top managers do strategic planning on a one- to three-year time line. Bezos is very long term, operating on a 10- to 20-year time line.
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	87.
	________ goals are set by and for middle managers and focus on the actions needed to achieve ________ goals. 
 

	A. 
	Strategic; operational



	B. 
	Tactical; strategic



	C. 
	Strategic; tactical



	D. 
	Tactical; operational



	E. 
	Operational; tactical


Tactical goals are set by and for middle managers and focus on the actions needed to achieve strategic goals.
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	88.
	Cimarron Saddlery expects to improve profitability of the organization by 15% over the next three years. This is an example of a(n) 
 

	A. 
	supervision objective.



	B. 
	operational goal.



	C. 
	tactical goal.



	D. 
	maintenance objective.



	E. 
	strategic goal.


Strategic goals are set by and for top management and focus on objectives for the organization as a whole.
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	89.
	Managers at Cimarron Saddlery expect to meet profitability goals for the company by cutting costs through a 70% increase in global sourcing of leather and other materials over the next two years. This is an example of a(n) 
 

	A. 
	supervision objective.



	B. 
	operational goal.



	C. 
	tactical goal.



	D. 
	maintenance objective.



	E. 
	strategic goal.


Tactical goals are set by and for middle managers and focus on the actions needed to achieve strategic goals.
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	90.
	After setting goals, managers should next 
 

	A. 
	prepare an action plan for accomplishing the goals.



	B. 
	propose changes to the goals of same-level managers to bring all into alignment.



	C. 
	supervise subordinates closely.



	D. 
	report failure to meet goals to superiors.



	E. 
	begin the planning process anew.


The goal should be followed by an action plan, which defines the course of action needed to achieve the stated goal, such as a marketing plan or sales plan.
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	91.
	Southwest Airlines acquisition of rival AirTran Airways may have been responsible for a sharp decline in on-time arrivals, which is one of Southwest's ________ goals, supporting a larger goal of being highly profitable. 
 

	A. 
	dependant



	B. 
	strategic



	C. 
	operational



	D. 
	facilities



	E. 
	tactical


Tactical goals are set by and for middle managers and focus on the actions needed to achieve strategic goals.
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	92.
	One type of standing plan, the __________, outlines the general response to a designated problem or situation. 
 

	A. 
	policy



	B. 
	project



	C. 
	rule



	D. 
	procedure



	E. 
	program


A policy is a standing plan that outlines the general response to a designated problem or situation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 1 Easy
Topic: Fundamentals of Planning
 



	93.
	When White Castle specifies exactly how to dress a hamburger, including the order of the condiments, this is called a 
 

	A. 
	program.



	B. 
	policy.



	C. 
	rule.



	D. 
	procedure.



	E. 
	project.


A procedure (or standard operating procedure) is a standing plan that outlines the response to particular problems or circumstances. Example: White Castle specifies exactly how a hamburger should be dressed, including the order in which the mustard, ketchup, and pickles are applied.
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	94.
	Dayton Construction has a ________ for processing invoices, which includes coding them by job number and construction phase, and matching them with the correct purchase order. 
 

	A. 
	program.



	B. 
	policy.



	C. 
	rule.



	D. 
	procedure.



	E. 
	project.


A procedure (or standard operating procedure) is a standing plan that outlines the response to particular problems or circumstances.
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	95.
	Management instituted a new ______ in Yichao's workplace that "employees who are more than 15 minutes late to work without calling a supervisor will be given a written warning." 
 

	A. 
	policy



	B. 
	rule



	C. 
	procedure



	D. 
	project



	E. 
	program


A rule is a standing plan that designates specific required action.
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	96.
	A single-use plan encompassing a range of projects or activities is a(n) 
 

	A. 
	program.



	B. 
	strategy.



	C. 
	series.



	D. 
	agenda.



	E. 
	mission.


A program is a single-use plan encompassing a range of projects or activities.
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	97.
	NASA's Curiosity Rover, employed to investigate a large crater on Mars, is an example of a 
 

	A. 
	policy.



	B. 
	rule.



	C. 
	project.



	D. 
	procedure.



	E. 
	program.


The Curiosity Rover is one project in the government's space program.
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	98.
	A SMART goal is one that is 
 

	A. 
	specific, maintainable, affordable, realistic, and timely.



	B. 
	specific, measurable, attainable, results-oriented, and has target dates.



	C. 
	specific, maintainable, achievement-oriented, in real time, and timely.



	D. 
	specific, measurable, affordable, realistic, and has target dates.



	E. 
	specific, maintainable, aligned with other goals, realistic, and timely.


A SMART goal is one that is Specific, Measurable, Attainable, Results-oriented, and has Target dates.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 1 Easy
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	99.
	The goal to "improve the quality of customer service by instituting follow-up telephone calls this month" is not a SMART goal because it is 
 

	A. 
	unlikely to align with higher level goals.



	B. 
	not measurable.



	C. 
	too simplistic.



	D. 
	not results oriented.



	E. 
	unlikely to result in improvement to customer service.


Whenever possible, goals should be measurable, or quantifiable. Some goals such as those concerned with improving quality are not precisely quantifiable. In that case, something on the order of "Improve the quality of customer relations by instituting 10 follow-up telephone calls every week" will do. You can certainly quantify how many follow-up phone calls were made.
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	100.
	Kristi has been struggling with her weight, and one of her coworkers suggested that she make a SMART goal for herself. Which of the following is the best example of a SMART goal for Kristi? 
 

	A. 
	I want to lose a lot of weight.



	B. 
	I want to look better in a swimsuit.



	C. 
	I want to lose 20 pounds over the course of one calendar year.



	D. 
	I want to start losing weight soon.



	E. 
	I want to lose 30% of my body mass by next month.


A SMART goal is specific, measurable, attainable, results-oriented, and has target dates. Only choice C has all of these characteristics.
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	101.
	In terms of difficulty, the best goals are 
 

	A. 
	just beyond what is achievable, to maximize motivation.



	B. 
	easy to attain, so failure will not hurt morale.



	C. 
	challenging but realistic.



	D. 
	impossible to really reach, because they are meant only to be idealistic and inspirational.



	E. 
	easy or hard, since both work equally well.


Goals should be challenging, of course, but above all they should be realistic and attainable. If too easy, goals won't impel people to make much effort. If impossible, employees won't even bother trying. Or they will try and continually fail, which will end up hurting morale.
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	102.
	MBO stands for 
 

	A. 
	Management by Observation.



	B. 
	Management by Objectives.



	C. 
	Management by Ownership.



	D. 
	Management by Obligation.



	E. 
	Management by Organization.


Management by objectives (MBO) is a four-step process for motivating employee performance.
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	103.
	The first step in the MBO process is to 
 

	A. 
	determine rewards for meeting goals.



	B. 
	give a performance appraisal.



	C. 
	develop an action plan.



	D. 
	periodically review performance.



	E. 
	jointly set objectives.


Management by objectives (MBO) is a four-step process, the first of which is for managers and employees to jointly set objectives for the employee.
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	104.
	Sultan is a new manager, and he is using MBO for the first time with his subordinates. It is essential for Sultan to 
 

	A. 
	decide on goals for employees and clearly inform them of these goals.



	B. 
	ask the employee to commit the goals to memory.



	C. 
	set goals that are just out of the subordinate's reach.



	D. 
	reward employees when they meet objectives.



	E. 
	review an employee's performance once, at the end of the performance period.


Because the purpose of MBO is to motivate employees, performance that meets the objectives should be rewarded with compliments, raises, bonuses, promotions, or other suitable benefits.
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	105.
	Which of the following would best describe MBO? 
 

	A. 
	It works at the highest levels of an organization.



	B. 
	It works at the lowest levels of an organization.



	C. 
	Its purpose is to motivate employees.



	D. 
	Its purpose is to control employees.



	E. 
	It effectively benchmarks HR practices against competitors.


The purpose of MBO is to motivate rather than control subordinates.
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	106.
	Which of the following is a type of objective for MBO? 
 

	A. 
	Profitability



	B. 
	Personal development



	C. 
	Market share



	D. 
	Social responsibility



	E. 
	Ethics


There are three types of objectives in MBO: improvement, personal development, and maintenance objectives (see Table 5.2).
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	107.
	Productivity gains from MBO are higher when an organization has 
 

	A. 
	top-management commitment.



	B. 
	few budget problems.



	C. 
	team rather than individual performance reviews.



	D. 
	union support.



	E. 
	nonmanagerial employee support.


For MBO to be successful, top management must be committed. "When top-management commitment [to MBO] was high," said one review, "the average gain in productivity was 56%. When commitment was low, the average gain in productivity was only 6%."
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	108.
	MBO works by cascading objectives down through the organization, and these objectives become more ______ at lower levels of the organization. 
 

	A. 
	measurable



	B. 
	challenging



	C. 
	results-oriented



	D. 
	attainable



	E. 
	specific


MBO works by cascading objectives down through the organization; that is, objectives are structured in a unified hierarchy, becoming more specific at lower levels of the organization.
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	109.
	______ help you ignore extraneous matters in favor of focusing on what's important, which is realizing the goals on time and on budget. 
 

	A. 
	Deadlines



	B. 
	Relationships



	C. 
	Changes



	D. 
	Networks



	E. 
	Options


Deadlines help you ignore extraneous matters (such as cleaning up a messy desk) in favor of focusing on what's important, realizing the goals on time and on budget. Deadlines provide a mechanism for giving ourselves feedback.
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	110.
	The constant feedback loop of the ______ is designed to ensure plans stay headed in the right direction. 
 

	A. 
	means-end chain



	B. 
	planning/control cycle



	C. 
	control system



	D. 
	project management method



	E. 
	project planning sequence


The planning/control cycle describes a constant feedback loop designed to ensure plans stay headed in the right direction.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 1 Easy
Topic: The Planning/Control Cycle
 



	111.
	Improving future plans is part of which step in the planning/control cycle? 
 

	A. 
	Making the plan.



	B. 
	Carrying out the plan.



	C. 
	Benchmarking against competitors.



	D. 
	Controlling the direction.



	E. 
	Updating the plan.


Improving future plans is one part of controlling the direction by taking corrective action. The other way is to correct deviations in the plan being carried out.
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	112.
	Jordan, a sales manager, met with his staff to discuss that they were only a third of the way to their sales goal, but halfway through the sales period. He was looking for suggestions to improve second-half performance. Which part of the planning/control cycle is Jordan doing? 
 

	A. 
	Benchmarking against competitors.



	B. 
	Controlling the direction.



	C. 
	Making the plan.



	D. 
	Carrying out the plan.



	E. 
	Updating the plan.


Controlling the direction includes comparing the results with the plan, improving future plans, and correcting deviations in the plan being carried out.
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	113.
	Megan met with her supervisor for a formal review of her job performance over the past year. Though Megan had agreed to complete five training modules during the course of the year, she only did two. At this stage, which part of the planning/control cycle would be applicable to her manager going forward? 
 

	A. 
	Carry out the plan.



	B. 
	Improve feedback.



	C. 
	Correct deviations in the plan.



	D. 
	Benchmark against other employees.



	E. 
	Improve future plans.


Controlling the direction includes the corrective action in step 4 of the cycle, which (a) can get a project back on track before it's too late by correcting deviations or (b) if it's too late, can provide data for improving future plans. In this case, at the end of the performance period, the information can be used to improve future plans. It is possible that five training modules is an unreasonable goal.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 3 Hard
Topic: The Planning/Control Cycle
 



	114.
	Apple has a plan to generate buzz for its new products by maintaining secrecy about them. Apple has learned that strong measures are required to protect such mysteries, so it has enhanced its security and even fired and sued employees for leaking news about the products. These efforts would be considered which part of the planning/control cycle? 
 

	A. 
	Making the plan.



	B. 
	Carrying out the plan.



	C. 
	Comparing results.



	D. 
	Taking corrective action.



	E. 
	Benchmarking competitors.


Despite Apple's plan for its products, leaks have occurred, and Apple has learned that secrecy requires strong measures. Thus, Apple has fired and later sued employees who leaked news about unannounced products and has implemented a number of other security measure as part of its corrective action.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 2 Medium
Topic: The Planning/Control Cycle
 


 

 

 

 

 

 

 

 

 

Essay Questions
 
	115.
	In general, planning has many benefits. However, planning also has two cautions of which one must be aware. Discuss these. 
 

Planning requires time, including that to involve others (subordinates, peers, staff, competitors, markets, etc.).

Also, some decisions have to be made without a lot of time. While you shouldn't shoot from the hip in making decisions, often you may have to "go with what you've got" and make a decision based on a plan that is perhaps only three-quarters complete. Sometimes the need to make a decision quickly outweighs the benefit of having more complete information.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	116.
	List the four benefits of planning. 
 

Planning provides a means to check on progress toward goals.
Planning helps to coordinate activities between people and/or departments.
Planning helps in thinking ahead and anticipating problems or opportunities.
Planning helps one cope with uncertainty.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 2 Medium
Topic: Planning and Uncertainty
 



	117.
	Miles and Snow suggest that organizations responding to uncertainty in the environment do so with one of four approaches. Name and describe these approaches, and provide an example of each. 
 

Defenders are expert at producing and selling narrowly defined products or services. Often they are old-line successful enterprises, such as Macy's and JCPenney, which in the 2010 era of consumer frugality found themselves losing customers to discounters like Walmart. They do not tend to seek opportunities outside their present markets. They devote most of their attention to making refinements in their existing operations, such as slashing prices.

A company described as "aggressive" is often a Prospector organization. Prospectors focus on developing new products or services and in seeking out new markets, rather than waiting for things to happen. An example of a Prospector company is Gap, which announced it would look for new sales by expanding abroad. Another such company is Apple.

Analyzers take a "me too" response to the world. Analyzers let other organizations take the risks of product development and marketing and then imitate (or perhaps slightly improve on) what seems to work best. For years, Microsoft has been accused of taking this approach.

Reactors make adjustments only when finally forced to by environmental pressures. In the worst cases, they are so incapable of responding fast enough that they suffer massive sales losses and are even driven out of business. Kmart, for instance, failed to respond to Walmart's development of its distribution and inventory management competencies, resulting in stalled growth and a significant reduction in market share. Kmart's core business never recovered from this reactive strategy.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-01 How do I tend to deal with uncertainty; and how can planning help?
Level of Difficulty: 3 Hard
Topic: Planning and Uncertainty
 



	118.
	Explain the different types of planning for the different levels of management. Include the typical time frame for which each plan is created. 
 

Strategic planning is done by top management. Using their mission and vision statements, top managers do strategic planning—they determine what the organization's long-term goals should be for the next 1-5 years with the resources they expect to have available. It should communicate not only general goals about growth and profits but also ways to achieve them.

Tactical planning is done by middle management. The strategic priorities and policies are then passed down to middle managers, who must do tactical planning—that is, they determine what contributions their departments or similar work units can make with their given resources during the next 6-24 months.

Operational planning is done by first-line management. Middle managers then pass these plans along to first-line managers to do operational planning—that is, they determine how to accomplish specific tasks with available resources within the next 1-52 weeks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 2 Medium
Topic: Fundamentals of Planning
 



	119.
	Explain the difference between standing plans and single-use plans. Define the three types of standing plans, the two types of single-use plans and give examples of each. 
 

Standing plans are plans developed for activities that occur repeatedly over a period of time. Standing plans consist of policies, procedures, and rules.

A policy is a standing plan that outlines the general response to a designated problem or situation. Example: "This workplace does not condone swearing." This policy is a broad statement that gives managers a general idea about what is allowable for employees who use bad language, but gives no specifics.
A procedure (or standard operating procedure) is a standing plan that outlines the response to particular problems or circumstances. Example: White Castle specifies exactly how a hamburger should be dressed, including the order in which the mustard, ketchup, and pickles are applied.
A rule is a standing plan that designates specific required action. Example: "No smoking is allowed anywhere in the building." This allows no room for interpretation.

Single-use plans are plans developed for activities that are not likely to be repeated in the future. Such plans can be programs or projects.

A program is a single-use plan encompassing a range of projects or activities. Example: The U.S. government space program (which was to be closed by the end of 2010) had several projects, including the Challenger project and the Hubble Telescope project.
A project is a single-use plan of less scope and complexity than a program. Example: The space shuttle Discovery was one project in the government's space program.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-02 What are mission and vision statements; and what are three types of planning and goals?
Level of Difficulty: 3 Hard
Topic: Fundamentals of Planning
 



	120.
	Define the components of the acronym SMART in goal setting. Provide an example of a SMART goal and demonstrate that it meets all criteria. 
 

SMART goals are: specific (rather than vague), measurable (quantifiable), attainable (challenging but realistic and attainable), results-oriented (support the vision), and with target dates (deadlines).

An example of a SMART goal is "Ninety percent of planes should arrive within 15 minutes of the scheduled arrival time by December 2013."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 3 Hard
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	121.
	What is MBO? Describe the process by which MBO is done as well as its purpose. 
 

Management by objectives (MBO) is a four-step process in which (1) managers and employees jointly set objectives for the employee, (2) managers develop action plans, (3) managers and employees periodically review the employee's performance, and (4) the manager makes a performance appraisal and rewards the employee according to results. The purpose of MBO is to motivate rather than control subordinates.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	122.
	Discuss the three things that must happen for MBO to be successful. 

For MBO to be successful, three things have to happen:

1. Top management must be committed. "When top-management commitment [to MBO] was high," said one review, "the average gain in productivity was 56%. When commitment was low, the average gain in productivity was only 6%."

2. It must be applied organizationwide. The program has to be put in place throughout the entire organization. That is, it cannot be applied in just some divisions and departments; it has to be done in all of them.

3. Objectives must "cascade." MBO works by cascading objectives down through the organization; that is, objectives are structured in a unified hierarchy, becoming more specific at lower levels of the organization. Top managers set general organizational objectives, which are translated into divisional objectives, which are translated into departmental objectives. The hierarchy ends in individual objectives set by each employee.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-03 What are SMART goals and MBO and how can they be implemented?
Level of Difficulty: 2 Medium
Topic: Promoting Goal Setting: Setting SMART Goals and Management by Objectives
 



	123.
	Describe the planning/control cycle. 

The planning/control cycle has two planning steps (1 and 2) and two control steps (3 and 4), as follows: (1) Make the plan. (2) Carry out the plan. (3) Control the direction by comparing results with the plan. (4) Control the direction by taking corrective action in two ways—namely, (a) by correcting deviations in the plan being carried out, or (b) by improving future plans.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 05-04 How does the planning/control cycle help keep a manager's plans headed in the right direction?
Level of Difficulty: 2 Medium
Topic: The Planning/Control Cycle



Chapter 06 Strategic Management: How Exceptional Managers Realize a Grand Design Answer Key


 

True / False Questions
 
	1.
	Managers must be willing to make large, painful decisions to suddenly alter strategy. 
 
TRUE
One of the lessons of successful managers is that they must be willing to make large, painful decisions to suddenly alter strategy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	2.
	In a world of rapid and discontinuous change, the ability to please nonmanagerial employees has been called the golden trait among managers. 
 
FALSE
Because of fast-spreading world conditions, such as the threat of products becoming commodities, rapidly increasing productivity, and global overcapacity, managers must be able to make difficult decisions. The writer Geoffrey Colvin puts it as, "The future will demand ever more people with the golden trait, the fortitude to accept and even seek psychic pain."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	3.
	A business plan is a document with the purpose of outlining a proposed firm's profit and loss statements for its first operating cycle. 
 
FALSE
A business plan is a document that outlines a proposed firm's goals, the strategy for achieving them, and the standards for measuring success.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	4.
	Formal business plans can be dangerous to the survival of new businesses; many who try them fail because of the resources required to write and agree upon the plan. 
 
FALSE
Evidence suggests that firms with formal business plans are more apt to survive. For example, research examined 396 entrepreneurs in Sweden and found that a greater number of firms that failed never had a formal business plan.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	5.
	A strategy is a large-scale action plan that sets direction for an organization. 
 
TRUE
A strategy is a large-scale action plan that sets the direction for an organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	6.
	Strategic management is the process of involving nonmanagerial employees in the formulation and implementation of strategies and strategic goals. 
 
FALSE
Strategic management is a process that involves managers from all parts of the organization in the formulation and the implementation of strategies and strategic goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	7.
	An organization should adopt strategic management and strategic planning to encourage new ideas. 
 
TRUE
An organization should adopt strategic management and strategic planning for three reasons: They can (1) provide direction and momentum, (2) encourage new ideas, and above all (3) develop a sustainable competitive advantage.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	8.
	Bad planning is usually a result of top managers' inability to gather enough information. 
 
FALSE
Bad planning usually results from faulty assumptions about the future, poor assessment of an organization's capabilities, ineffective group dynamics, and information overload.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	9.
	Planning is usually a straightjacket for new ideas, since it effectively blocks peripheral vision in favor of a predetermined course. 
 
FALSE
Some people object that planning can foster rigidity, that it creates blinders that block out peripheral vision and reduces creative thinking and action. Actually, far from being a straitjacket for new ideas, strategic planning can help encourage them by stressing the importance of innovation in achieving long-range success.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	10.
	A sustainable competitive advantage is the ability of an organization to produce goods or services more effectively than its competitors and outperform them. 
 
TRUE
A sustainable competitive advantage is the ability of an organization to produce goods or services more effectively than its competitors do, thereby outperforming them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	11.
	Ford's Sync in-dash communications platform, despite its high level of technology, has been unable to provide the company with a distinct competitive advantage. 
 
FALSE
"Right now (using Sync)," says an automotive analyst, "Ford has redefined this market, and it has made it very difficult for anybody to enter the space and compete." In other words, Sync is a distinct competitive advantage for the car company, at least so far.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	12.
	Harvard Business School professor Michael Porter is a leading authority on competitive strategy. 
 
TRUE
Certainly Michael Porter's status as a leading authority on competitive strategy is unchallenged. The Strategic Management Society, for instance, voted him the most influential living strategist.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	13.
	Strategic conservation attempts to achieve sustainable competitive advantage by preserving what is distinctive about a company. 
 
FALSE
Strategic positioning attempts to achieve sustainable competitive advantage by preserving what is distinctive about a company.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	14.
	Strategic positioning can be achieved by performing similar activities to rivals, but in different ways. 
 
TRUE
Strategic positioning means performing different activities from rivals, or performing similar activities in different ways.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	15.
	A strategic position may be based on serving the few needs of a few customers. 
 
FALSE
Strategic position emerges from three sources: Few needs and many customers, broad needs and few customers, and lastly, broad needs and many customers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	16.
	Good strategy allows a company to be everything to everyone. 
 
FALSE
Strategy requires trade-offs in competing. Some strategies are incompatible. Thus a company has to choose not only what strategy to follow but what strategy not to follow.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	17.
	Strategic planning is appropriate for large companies, but does not help the performance of small companies. 
 
FALSE
One analysis of several studies found that strategic planning was appropriate not just for large firms. Companies with fewer than 100 employees could benefit as well, although the improvement in financial performance was small.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	18.
	Management of a small company in an industry that is not very competitive should not engage in strategic planning because the small gains in performance may not be worth the effort. 
 
TRUE
Research results indicate that for small companies strategic planning is probably not worth the effort unless the company is in a highly competitive industry where small differences in performance may affect the firm's survival potential.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	19.
	Organizations may turn to the strategic-management process after a crisis. 
 
TRUE
When is a good time to begin the strategic-management process? Often it's touched off by some crisis, such as the one Toyota faced regarding claims of uncontrolled acceleration problems in its automobiles.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	20.
	The first step of the strategic-management process is to establish the grand strategy. 
 
FALSE
The first step of the strategic-management process is to establish the mission and the vision.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	21.
	The strategic-management process has five steps and a feedback loop. 
 
TRUE
The strategic-management process has five steps, plus a feedback loop (see Figure 6.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	22.
	A vision will be demoralizing to employees if it describes a future state that appears beyond the reach of the organization. 
 
FALSE
A vision should be positive and inspiring, and it should stretch the organization and its employees to achieve a desired future state that appears beyond its reach.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	23.
	Many good mission statements include descriptions of an organization's customers, as well as its major products or services. 
 
TRUE
Mission statements may include information about customers and products or services.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	24.
	According to Burt Nanus, good vision statements are useful because they help people to consider all interesting elements in their environments. 
 
FALSE
Burt Nanus says that a good vision statement helps align people's energies in a common direction, and prevents people from being overwhelmed by immediate problems because the vision statement helps distinguish what is truly important from what is merely interesting.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	25.
	A good vision statement should describe a company's major strengths and competitive advantage in its industry. 
 
FALSE
Descriptions of major strengths and competitive advantage should be included in a mission statement. See Table 6.1.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	26.
	A mission statement should be ambitious. 
 
FALSE
Good vision statements are typically ambitious. See Table 6.1.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	27.
	After the assessment of current organizational performance, the subsequent explanation of how its mission is to be accomplished is called a comprehensive strategy. 
 
FALSE
A grand strategy, after an assessment of current organizational performance, explains how the organization's mission is to be accomplished.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	28.
	A defensive strategy is sometimes called a retrenchment strategy. 
 
TRUE
A defensive strategy or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	29.
	A development strategy is the common grand strategy that involves expansion. 
 
FALSE
A growth strategy is a grand strategy that involves expansion, as in sales revenues, market share, number of employees, or number of customers or (for nonprofits) clients served.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	30.
	A continuity strategy is the common grand strategy that involves little or no significant change. 
 
FALSE
A stability strategy is a grand strategy that involves little or no significant change.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	31.
	Alaska Airline was profitable in 2011, prompting is to decide to remain a "smallish, specialized, regional airline in a world of global giants," which is an example of a stability strategy. 
 
TRUE
A stability strategy is a grand strategy that involves little or no significant change. Example: Alaska Airlines, which enjoyed a profitable year in 2011, following a decade in which other carriers went bankrupt, decided to remain a "smallish, specialized, regional airline in a world of global giants," says one report, and to avoid cross-continental alliances and megamergers. Its stability strategy is simply to focus on lowering the cost per available seat mile.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	32.
	A grand strategy can be established using tools like SWOT analysis and forecasting. 
 
TRUE
Among the strategic-planning tools and techniques used to establish a grand strategy are (1) SWOT analysis and (2) forecasting.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	33.
	Strategy formulation is the process of choosing among different strategies and altering them to best fit the organization's needs. 
 
TRUE
Strategy formulation is the process of choosing among different strategies and altering them to best fit the organization's needs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	34.
	The starting point in establishing a grand strategy is usually an analysis of Porter's competitive forces. 
 
FALSE
Among the techniques used in strategy formulation, rather than a grand strategy, is Porter's competitive forces and strategies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	35.
	Strategy actualization is the term for putting strategic plans into effect. 
 
FALSE
Putting strategic plans into effect is strategy implementation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	36.
	A common challenge to strategy implementation is resistance by people within the organization. 
 
TRUE
Often implementation means overcoming resistance by people who feel the plans threaten their influence or livelihood. This is particularly the case when the plans must be implemented rapidly, since delay is the easiest kind of resistance there is.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	37.
	One of the ways to keep a strategic plan on track is to make it very comprehensive, covering as many scenarios for the future as you can. 
 
FALSE
To keep a strategic plan on track, you need to engage people, keep it simple, stay focused, and keep moving toward your vision of the future.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	38.
	The primary purpose of competitive intelligence is to challenge the thinking of employees to make them better equipped to produce novel ideas for business. 
 
FALSE
Practicing competitive intelligence means gaining information about one's competitors' activities so that you can anticipate their moves and react appropriately. If you are a manager, one of your worst nightmares is that a competitor will surprise you with a service or product.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	39.
	SWOT analysis helps management to develop a realistic understanding of the organization in relation to internal and external environments. 
 
TRUE
SWOT analysis should provide a realistic understanding of the organization in relation to its internal and external environments so you can better formulate strategy in pursuit of the firm's mission.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	40.
	Obsolete technology and outdated facilities are examples of organizational threats. 
 
FALSE
Does your organization have obsolete technology? outdated facilities? a shaky marketing operation? These are examples of organizational weaknesses, the drawbacks that hinder an organization in executing strategies in pursuit of its mission.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	41.
	Guthrie Community College has done a SWOT analysis and discovered that the number of college-bound high-school juniors in its state has grown by nearly 20% in the past few years. This is a strength for Guthrie. 
 
FALSE
The increased number of college-bound high-school juniors represents an opportunity for Guthrie because it is an environmental factor that the organization may exploit for competitive advantage.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 3 Hard
Topic: Establishing the Grand Strategy
 



	42.
	Organizational threats are the environmental factors that hinder an organization's ability to achieve a competitive advantage. 
 
TRUE
Organizational threats are environmental factors that hinder an organization's achieving a competitive advantage.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 1 Easy
Topic: Establishing the Grand Strategy
 



	43.
	Forecasting is a strategic-planning tool used to make long-term strategy. 
 
TRUE
Once they've analyzed their organization's Strengths, Weaknesses, Opportunities, and Threats, planners need to do forecasting for making long-term strategy. A forecast is a vision or projection of the future.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	44.
	Two types of forecasting are trend analysis and competitive intelligence. 
 
FALSE
Two types of forecasting are trend analysis and contingency planning.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 1 Easy
Topic: Establishing the Grand Strategy
 



	45.
	Contingency planning is a hypothetical extension of a past series of events into the future. 
 
FALSE
A trend analysis is a hypothetical extension of a past series of events into the future.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 1 Easy
Topic: Establishing the Grand Strategy
 



	46.
	Too little or unreliable historical data may result in erroneous trend analyses. 
 
TRUE
The basic assumption of a trend analysis is that the picture of the present can be projected into the future. This is not a bad assumption, if you have enough historical data, but it is always subject to surprises. And if your data are unreliable, they will produce erroneous trend projections.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	47.
	Contingency planning can also be called scenario analysis. 
 
TRUE
Contingency planning, also known as scenario planning and scenario analysis, is the creation of alternative hypothetical but equally likely future conditions.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 1 Easy
Topic: Establishing the Grand Strategy
 



	48.
	The use of hedging to manage the cost of aviation fuel is an example of trend analysis. 
 
FALSE
In the past several years, Southwest Airlines has been able to effectively use hedging to hold down its costs for aviation fuel. This is an example of contingency planning.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	49.
	In Porter's model for industry analysis, there are three primary competitive forces in a firm's environment. 
 
FALSE
Strategic-management expert Michael Porter suggested in his Porter's model for industry analysis that business-level strategies originate in five primary competitive forces in the firm's environment: (1) threats of new entrants, (2) bargaining power of suppliers, (3) bargaining power of buyers, (4) threats of substitute products or services, and (5) rivalry among competitors.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 1 Easy
Topic: Formulating Strategy
 



	50.
	Kraft Macaroni & Cheese is now challenged by new competitors such as Annie's and other store brands, which Porter's model for industry analysis calls the threat of new entrants. 
 
TRUE
New competitors can take away customers from existing organizations, which is called the threat of new entrants in the model. Example: Kraft Macaroni & Cheese is a venerable, well-known brand but is threatened from the low end by store brands, such as Walmart's brand, and from the high end by Annie's Creamy Macaroni and Cheese with Real Aged Wisconsin Cheddar.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	51.
	In a cost-leadership strategy, an organization targets a wide market and offers products or services of unique and superior value compared to competitors. 
 
FALSE
The cost-leadership strategy is to keep the costs, and hence prices, of a product or service below those of competitors and to target a wide market. The differentiation strategy is to offer products or services that are of unique and superior value compared with those of competitors but to target a wide market.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 1 Easy
Topic: Formulating Strategy
 



	52.
	Luxury carmaker Rolls-Royce has a focused-differentiation strategy. 
 
TRUE
The focused-differentiation strategy is to offer products or services that are of unique and superior value compared to those of competitors and to target a narrow market. Some luxury cars, like the Rolls-Royce, Ferrari, and Lamborghini, are so expensive that only a few car buyers can afford them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	53.
	A single-product strategy can be described as focused but vulnerable. 
 
TRUE
In a single-product strategy, a company makes and sells only one product within its market. This allows you to focus your manufacturing and marketing efforts just on that product. The risk, of course, is that you are vulnerable if a rival gets the jump on you, or if an act of God intervenes, and your entire business may go under.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	54.
	A small florist most likely follows a diversification strategy. 
 
FALSE
A single-product strategy is followed by the small florist who sells only one product within its market.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	55.
	General Electric sells lighting products and is also involved in plastics, broadcasting, and financial services. GE uses a related diversification strategy. 
 
FALSE
Unrelated diversification means operating several businesses under one ownership that are not related to one another. GE, which began by making lighting products, diversified into such unrelated areas as plastics, broadcasting, and financial services.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	56.
	Burberry makes outerwear, accessories like umbrellas, and children's clothing, which is called a related diversification strategy. 
 
TRUE
An example of a related diversification strategy is the famous British raincoat maker Burberry. It started by making and marketing outerwear clothing but since then has expanded into related business lines, including accessories such as umbrellas, children's clothing, and even fragrances, which it sells in its own stores.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	57.
	Synergy is one of the benefits of a single-product strategy. 
 
FALSE
Synergy is characteristic of a related diversification strategy. The concept of synergy is that the economic value of separate, related businesses under one ownership and management is greater together than the businesses are worth separately.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	58.
	The BCG matrix is a means of evaluating strategic business units on the basis of both their business growth rates and their profitability. 
 
FALSE
The BCG matrix is a means of evaluating strategic business units on the basis of (1) their business growth rates and (2) their share of the market.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	59.
	Cash cows in the BCG matrix have slow growth but high market share. 
 
TRUE
Cash cows in the BCG matrix have slow growth but high market share, and income from them finances stars and question marks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 2 Medium
Topic: Formulating Strategy
 



	60.
	Execution is tactical in nature, rather than part of a company's strategy. 
 
FALSE
Execution is not simply tactics; it is a central part of any company's strategy. It consists of using questioning, analysis, and follow-through to mesh strategy with reality, align people with goals, and achieve results promised.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 1 Easy
Topic: Implementing & Controlling Strategy: Execution
 



	61.
	A company must be able to execute three core processes of business including people, products, and administration. 
 
FALSE
A company's overall ability to execute is a function of effectively executing according to three processes: people, strategy, and operations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 1 Easy
Topic: Implementing & Controlling Strategy: Execution
 



	62.
	Insisting on realism is among the leader behaviors that help a manager successfully execute a strategy. 
 
TRUE
Bossidy and Charan propose that there are seven essential types of leader behaviors that are needed to fuel the engine of execution. Insisting on realism is among them. Many people want to avoid or shade reality, hiding mistakes or avoiding confrontations. Making realism a priority begins with the leaders being realistic themselves, and making sure realism is the goal of all dialogues in the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 2 Medium
Topic: Implementing & Controlling Strategy: Execution
 



	63.
	Managers who execute well insist on constant optimism. 
 
FALSE
Bossidy and Charan propose that there are seven essential types of leader behaviors that are needed to fuel the engine of execution. Insisting on realism is among them. Many people want to avoid or shade reality, hiding mistakes or avoiding confrontations. Making realism a priority begins with the leaders being realistic themselves, and making sure realism is the goal of all dialogues in the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 2 Medium
Topic: Implementing & Controlling Strategy: Execution
 


 

 

Multiple Choice Questions
 
	64.
	A ______ represents an "educated guess" about what must be done in the long term for survival or the prosperity of the organization or its principal parts. 
 

	A. 
	trend analysis



	B. 
	mission



	C. 
	strategy



	D. 
	forecast



	E. 
	contingency plan


A strategy is a large-scale action plan that sets the direction for an organization. It represents an "educated guess" about what must be done in the long term for the survival or the prosperity of the organization or its principal parts.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	65.
	"Find out what customers want, then provide it to them as cheaply and quickly as possible" is Walmart's 
 

	A. 
	growth plan.



	B. 
	technical plan.



	C. 
	synergy.



	D. 
	strategy.



	E. 
	forecast.


A strategy is a large-scale action plan that sets the direction for an organization. An example is "Find out what customers want, then provide it to them as cheaply and quickly as possible," the strategy of Walmart.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	66.
	Effective strategic management involves 
 

	A. 
	only top management.



	B. 
	only top and middle management.



	C. 
	only middle and lower management levels.



	D. 
	only lower management level.



	E. 
	managers from all parts of the organization.


Strategic management is a process that involves managers from all parts of the organization in the formulation and the implementation of strategies and strategic goals. Precisely because middle and first-line managers are the ones who will be asked to understand and implement the strategies, they should also help to formulate them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	67.
	Which of the following would be considered a reason for adopting strategic management and strategic planning? 
 

	A. 
	To enhance employee loyalty.



	B. 
	To keep corporate taxes at a minimum.



	C. 
	To develop independent work from the staff.



	D. 
	To provide develop a sustainable competitive advantage.



	E. 
	To increase market dominance with repeat purchase.


There are three reasons why an organization should adopt strategic management and strategic planning: (1) to provide direction and momentum, (2) to encourage new ideas, and above all (3) to develop a sustainable competitive advantage.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 1 Easy
Topic: The Dynamics of Strategic Planning
 



	68.
	Which of the following statements about strategic planning and strategic management is true? 
 

	A. 
	Strategic planning is rarely used in the current environment of fast change because it does not allow for flexibility.



	B. 
	Strategic management is a process completed by top managers.



	C. 
	Both should be implemented because they can provide direction and momentum.



	D. 
	Middle managers need not understand strategies; they simply follow them.



	E. 
	Strategic planning is used to accomplish tactical goals.


There are three reasons why an organization should adopt strategic management and strategic planning: (1) to provide direction and momentum, (2) to encourage new ideas, and above all (3) to develop a sustainable competitive advantage.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	69.
	Which of the following is not a typical cause of bad planning? 
 

	A. 
	Information overload.



	B. 
	Inadequate planning budgets.



	C. 
	Ineffective group dynamics.



	D. 
	Poor assessment of an organization's capabilities.



	E. 
	Faulty assumptions about the future.


Bad planning usually results from faulty assumptions about the future, poor assessment of an organization's capabilities, ineffective group dynamics, and information overload.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	70.
	Which of the following is not an area in which a company needs to get and stay ahead in order to sustain a competitive advantage? 
 

	A. 
	Talented employees



	B. 
	Quality



	C. 
	Effectiveness



	D. 
	Being responsive to customers



	E. 
	Innovating


Sustainable competitive advantage occurs when an organization is able to get and stay ahead in four areas: (1) in being responsive to customers, (2) in innovating, (3) in quality, and (4) in effectiveness.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	71.
	__________ means performing different activities from rivals or performing similar ones in different ways. 
 

	A. 
	Competitive planning



	B. 
	Distinctive positioning



	C. 
	Collaborative planning



	D. 
	Strategic segmentation



	E. 
	Strategic positioning


According to Porter, strategic positioning attempts to achieve sustainable competitive advantage by preserving what is distinctive about a company. "It means," he says, "performing different activities from rivals, or performing similar activities in different ways."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	72.
	Which of the following statements about strategy and strategic positioning is false? 
 

	A. 
	Many customers with broad needs can be a source of strategic position.



	B. 
	A company has to choose not only what strategy to follow but what strategy not to follow.



	C. 
	Few customers with broad needs can be a source of strategic position.



	D. 
	Strategy involves creating a "fit" among activities.



	E. 
	Few customers with narrow needs can be a source of strategic position.


Three key principles underlie strategic positioning: (1) strategy is the creation of a unique and valuable position which emerges from three sources (few needs and many customers, broad needs and few customers, broad needs and many customers). (2) Strategy requires trade-offs in competing; a company has to choose not only what strategy to follow but what strategy not to follow. (3) Strategy involves creating a "fit" among activities.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	73.
	Consumers can use a national company called Service Magic to receive bids from quality providers of a variety of services, including home remodel, landscaping, plumbing, and housecleaning. Service Magic charges service providers for the leads it provides to them monthly. Which of the following is the source of Service Magic's strategic position? 
 

	A. 
	Low-profit margin and many customers.



	B. 
	Broad needs and few customers.



	C. 
	Broad needs and many customers.



	D. 
	High-profit margin and many customers.



	E. 
	High-profit margin and few customers.


According to Porter, strategic positioning attempts to achieve sustainable competitive advantage by preserving what is distinctive about a company. "It means," he says, "performing different activities from rivals, or performing similar activities in different ways."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 3 Hard
Topic: The Dynamics of Strategic Planning
 



	74.
	A small firm is likely to benefit significantly from strategic planning 
 

	A. 
	regardless of the nature of its industry or market.



	B. 
	when it is in a very competitive industry.



	C. 
	when it is in a very new industry.



	D. 
	when it is in a very stable industry.



	E. 
	when it has a very small market.


Researchers conclude that "it may be that the small improvement in performance is not worth the effort involved in strategic planning unless a firm is in a very competitive industry where small differences in performance may affect the firm's survival potential."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	75.
	Anne runs a small bakery on the main street of a resort town. Though hers was the only bakery around, the business had been suffering during the economic slowdown, and she was contemplating whether she should attempt strategic planning. Anne should be aware of what research finding regarding strategic planning? 
 

	A. 
	Only large firms show performance gains from strategic planning.



	B. 
	Only small firms show performance gains from strategic planning.



	C. 
	Performance gains from strategic planning are equal among small and large firms.



	D. 
	Both small and large firms benefit from strategic planning, but small firms get a larger boost in performance.



	E. 
	Both small and large firms benefit from strategic planning, but the small improvement in performance may not be worth the effort for small firms.


One analysis of several studies found that strategic planning was appropriate not just for large firms. Companies with fewer than 100 employees could benefit as well, although the improvement in financial performance was small. Nevertheless, the researchers concluded, "it may be that the small improvement in performance is not worth the effort involved in strategic planning unless a firm is in a very competitive industry where small differences in performance may affect the firm's survival potential."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 3 Hard
Topic: The Dynamics of Strategic Planning
 



	76.
	Milo owns and manages a small bike repair store. In order to determine if strategic planning will be likely to help his business, Milo should primarily assess 
 

	A. 
	how many competitors he has.



	B. 
	foot traffic by his location.



	C. 
	his profitability in the prior six months.



	D. 
	industry trends.



	E. 
	how much he intends to grow in the next five years.


Strategic planning is not likely to result in a significant improvement unless Milo is in a highly competitive industry.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 3 Hard
Topic: The Dynamics of Strategic Planning
 



	77.
	Which of the following best represents a currently popular strategy among big companies like Apple, Google, and Amazon? 
 

	A. 
	Become involved in the community.



	B. 
	Seek niches where there is less competition.



	C. 
	Get consumers tightly connected to the company's ecosystem.



	D. 
	Offer personal or emotional connections to customers.



	E. 
	Discourage price comparisons.


With big companies, especially big-tech companies such as Amazon, Google, or Apple, the strategy is to get consumers tied not just to a brand or device or platform but to make them captive of the company's ecosystem and to get them connected "as tightly as possible so they and their content are locked into one system," says analyst Michael Gartenberg.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	78.
	Which of the following steps of the strategic-management process is the source of its feedback loop? 
 

	A. 
	Carry out the strategic plan.



	B. 
	Maintain strategic control.



	C. 
	Establish the grand strategy.



	D. 
	Establish the mission and vision.



	E. 
	Formulate the strategic plans.


The feedback loop, which provides an opportunity to revise actions, originates at the final step of the strategic-management process, to maintain strategic control (see Figure 6.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	79.
	Which of the following is not a stage in the strategic-management process? 
 

	A. 
	Conduct a trend analysis.



	B. 
	Maintain strategic control.



	C. 
	Establish the grand strategy.



	D. 
	Establish the mission and vision.



	E. 
	Carry out the strategic plans.


The steps of the strategic-management process are establishing the mission and vision, establishing the grand strategy, formulating the strategic plans, carrying out the strategic plans and maintaining strategic control (see Figure 6.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	80.
	Which of the following should be included in a good vision statement? 
 

	A. 
	Firm's attitude toward its employees.



	B. 
	Geographical areas in which the firm will compete.



	C. 
	Firm's basic technology.



	D. 
	Firm's standards of excellence and high ideals.



	E. 
	Firm's major products or services.


Good vision statements should set standards of excellence and reflect high ideals (see Table 6.1).
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Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
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Topic: The Strategic-Management Process
 



	81.
	Which of the following is a question that should be answered by a company's mission statement? 
 

	A. 
	Will it inspire enthusiasm and encourage commitment?



	B. 
	Does it set standards of excellence?



	C. 
	Is it appropriate for the organization?



	D. 
	Is it well articulated?



	E. 
	Who is our customer?


Good mission statements should answer the question, "Who is our customer?" (see Table 6.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	82.
	The common grand strategies are 
 

	A. 
	star, question mark, cash cow, and dog.



	B. 
	cost-leadership, differentiation, cost focus, and focused differentiation.



	C. 
	growth, stability, and defensive.



	D. 
	strengths, weaknesses, opportunities, and threats.



	E. 
	defender, prospector, analyzer, and reactor.


Three common grand strategies are growth, stability, and defensive.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	83.
	Computer technology corporation Dell recently acquired Quest software, an IT management software provider, in order to expand upon its software expertise and offerings. Dell is pursuing a(n) ______ strategy. 
 

	A. 
	escalation



	B. 
	growth



	C. 
	stability



	D. 
	merger



	E. 
	defensive


A growth strategy is a grand strategy that involves expansion, as in expanding sales revenues, market share, number of employees, or number of customers or (for nonprofits) clients served. In a variation of this strategy, it can acquire similar or complementary businesses.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	84.
	High Peaks Skate and Snowboard is a small shop that provides equipment for Utah snowboarders in winter months. It has decided to increase advertising during this period in the Salt Lake Tribune and the Park Record in Park City, as well as to sponsor a new on-mountain competition. It is following which strategy? 
 

	A. 
	Inducement



	B. 
	Defensive



	C. 
	Growth



	D. 
	Stability



	E. 
	Enhancement


A growth strategy is a grand strategy that involves expansion, as in expanding sales revenues, market share, number of employees, or number of customers or (for nonprofits) clients served. In a variation of this strategy, it can increase its promotion and marketing efforts to try to expand its market share.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	85.
	Faisal has been running a commercial real estate business for nearly 30 years. As he approaches retirement, he is content to simply lease the commercial space he currently has, rather than make new deals to develop additional properties. Faisal is using which grand strategy? 
 

	A. 
	Stability



	B. 
	Retrenchment



	C. 
	Inducement



	D. 
	Defensive



	E. 
	Growth


A stability strategy is a grand strategy that involves little or no significant change.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	86.
	A grand strategy that involves reduction in the organization's efforts is the ______ strategy. 
 

	A. 
	retrenchment



	B. 
	reorganization



	C. 
	downsizing



	D. 
	growth



	E. 
	stability


A defensive strategy or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 1 Easy
Topic: The Strategic-Management Process
 



	87.
	An Iowa ethanol production company has been suffering from a combination of lower demand for gasoline (into which its product is mixed) and higher corn prices (which is the largest input cost). It has responded by selling off land, buildings, and some of its reserve product inventory. This is a variation of which of these grand strategies? 
 

	A. 
	Right-size



	B. 
	Growth



	C. 
	Stability



	D. 
	Defensive



	E. 
	Reorganization


A defensive strategy or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts. In a variation of this strategy, it can sell off (liquidate) assets like land, buildings, inventories, and the like.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	88.
	Recently ConocoPhillips, America's third-biggest oil company, spun off its refineries, pipelines, and chemicals division to form a new company called Phillips 66. Now ConocoPhillips will concentrate on its upstream operations. This is a variation of which of these grand strategies? 
 

	A. 
	Right-size



	B. 
	Growth



	C. 
	Stability



	D. 
	Defensive



	E. 
	Reorganization


A defensive strategy or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts. In a variation of this strategy, it can divest part of its business, as in selling off entire divisions or subsidiaries.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	89.
	A fine luggage maker was struggling with heavy debt and a sharp decline in customers, and it eventually declared bankruptcy. The company followed which grand strategy? 
 

	A. 
	Growth



	B. 
	Stability



	C. 
	Defensive



	D. 
	Reduction



	E. 
	Reactive


A defensive strategy or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts. In a variation of this strategy, it can declare bankruptcy.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	90.
	After film manufacturer Kodak failed to reinvent itself and declared bankruptcy in 2012, it decided to focus on its business of making inkjet printers as part of a ______ strategy. 
 

	A. 
	growth



	B. 
	stability



	C. 
	defensive



	D. 
	reorganization



	E. 
	reactor


A defensive strategy or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts. In variations of this strategy, it can declare bankruptcy or gradually phase out product lines or services.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	91.
	The process of choosing among different strategies and altering them to best fit the organization is called 
 

	A. 
	strategy formulation.



	B. 
	contingency planning.



	C. 
	strategic control.



	D. 
	strategy implementation.



	E. 
	trend analysis.


Strategy formulation is the process of choosing among different strategies and altering them to best fit the organization's needs.
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	Actively selling strategic plans to middle and supervisory managers, rather than just announcing them, is helpful for 
 

	A. 
	situation analysis.



	B. 
	strategy formulation.



	C. 
	strategy implementation.



	D. 
	contingency planning.



	E. 
	strategic control.


Often strategy implementation means overcoming resistance by people who feel the plans threaten their influence or livelihood. Thus, top managers can't just announce the plans; they have to actively sell them to middle and supervisory managers.
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	______ consists of monitoring the execution of strategy and making adjustments, if necessary. 
 

	A. 
	Mission translation



	B. 
	Strategic control



	C. 
	Strategy implementation



	D. 
	Contingency planning



	E. 
	SWOT analysis


Strategic control consists of monitoring the execution of strategy and making adjustments, if necessary.
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	Which of the following is not one of Bryan Barry's recommendations to keep a strategic plan on track? 
 

	A. 
	Keep moving.



	B. 
	Engage people.



	C. 
	Keep it simple.



	D. 
	Avoid compromise.



	E. 
	Stay focused.


To keep a strategic plan on track, suggests Bryan Barry, you need to do the following: Engage people. Keep it simple. Stay focused. Keep moving.
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	95.
	Gaining information about one's competitors' activities so that you can anticipate their moves and react appropriately is called 
 

	A. 
	strategic forecasting.



	B. 
	corporate espionage.



	C. 
	contingency planning.



	D. 
	trend analysis.



	E. 
	competitive intelligence.


Practicing competitive intelligence means gaining information about one's competitors' activities so that you can anticipate their moves and react appropriately.
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	Which of the following is not a likely source of information for competitive intelligence? 
 

	A. 
	Competitors' press releases



	B. 
	Industry gossip



	C. 
	Competitors' annual reports



	D. 
	Competitor's customer records



	E. 
	Sales visits to customers


Gaining competitive intelligence isn't always easy, but there are several avenues and, surprisingly, most of them are public sources including the public prints and advertising, investor information, and informal sources. A competitor's customer records are not available publicly, nor would they yield much information about upcoming plans.
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	Rafaela is interested in learning more about what one of her competitors is doing so that she can anticipate its upcoming moves and react quickly. Which of the following would you suggest to her for this purpose? 
 

	A. 
	Go through the competitor's trash on its property.



	B. 
	Pose as an applicant for a job with the competitor.



	C. 
	Use investor information.



	D. 
	Call the competitor, explain who you are, and ask directly.



	E. 
	Pay the competitor's customers for information.


Gaining competitive intelligence isn't always easy, but there are several avenues and, surprisingly, most of them are public sources including the public prints and advertising, investor information, and informal sources such as trade show gossip and tidbits from salespeople.
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	Careful monitoring of an organization's internal and external environment to detect early signs of opportunities and threats that may influence the firm's plans is called 
 

	A. 
	competitive intelligence.



	B. 
	forecasting.



	C. 
	contingency planning.



	D. 
	trend analysis.



	E. 
	environmental scanning.


Environmental scanning is careful monitoring of an organization's internal and external environments to detect early signs of opportunities and threats that may influence the firm's plans.
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	A situational analysis is also known as 
 

	A. 
	strategic control.



	B. 
	SWOT analysis.



	C. 
	trend analysis.



	D. 
	contingency planning.



	E. 
	forecasting.


SWOT analysis, also known as a situational analysis, is a search for the strengths, weaknesses, opportunities, and threats affecting the organization.
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	When analyzing the "S" in a SWOT analysis, a manager might take note of 
 

	A. 
	a decrease in the size of the market.



	B. 
	competitors' new products.



	C. 
	high turnover of employees.



	D. 
	strong financial resources of the firm.



	E. 
	lifting of governmental regulations.


Strengths of a company can include financial resources and requirements, which are an internal factor.
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	When analyzing the "W" in SWOT analysis, a manager might take note of 
 

	A. 
	a decrease in consumer demand.



	B. 
	a competitor's bankruptcy.



	C. 
	high turnover of employees.



	D. 
	good financial resources of the firm.



	E. 
	institution of a tariff on foreign competitors.


High turnover of employees is an internal matter that is a weakness.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 3 Hard
Topic: Establishing the Grand Strategy
 



	102.
	When analyzing the "O" in SWOT analysis, a manager might take note of 
 

	A. 
	favorable government regulations.



	B. 
	absenteeism among employees.



	C. 
	good morale among workers.



	D. 
	high service levels.



	E. 
	good financial position.


A manager may be able to discover an opportunity in favorable government regulations.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 3 Hard
Topic: Establishing the Grand Strategy
 



	103.
	When analyzing the "T" in SWOT analysis, a manager might take note of 
 

	A. 
	the firm's cash flow problems.



	B. 
	a competitor's new product.



	C. 
	employee absenteeism.



	D. 
	strong corporate culture.



	E. 
	high service levels.


A competitor's new product may be a threat if it is likely to capture market share.
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	Analysis of changing demographics of the U.S. population would be part of the assessment of a company's 
 

	A. 
	strengths.



	B. 
	weaknesses.



	C. 
	opportunities.



	D. 
	threats.



	E. 
	opportunities or threats depending on the outcome of the analysis.


Changing demographics may be either an opportunity or a threat in the environment. For example, the aging population may help some firms but hurt others.
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	A manager assessing the organization's access to capital is involved in analysis of 
 

	A. 
	strengths.



	B. 
	weaknesses.



	C. 
	opportunities.



	D. 
	threats.



	E. 
	strengths or weaknesses depending on the outcome of the assessment.


Access to capital may be either an internal strength or weakness, since some firms have this and others don't.
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	Amanda has just determined that her employees will require extensive training if they are to acquire the necessary technological expertise to produce a new product line. She has discovered one of her firm's 
 

	A. 
	strengths.



	B. 
	weaknesses.



	C. 
	opportunities.



	D. 
	threats.



	E. 
	market challenges.


The lack of technological expertise is a weakness of the organization.
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	The skills and capabilities that give the organization advantages in executing strategies in pursuit of its mission are known as 
 

	A. 
	organizational strengths.



	B. 
	organizational opportunities.



	C. 
	organizational threats.



	D. 
	organizational weaknesses.



	E. 
	competitive strategies.


Organizational strengths are the skills and capabilities that give the organization special competencies and competitive advantages in executing strategies in pursuit of its mission.
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	Environmental factors that the organization may exploit for a competitive advantage are known as 
 

	A. 
	organizational strengths.



	B. 
	organizational opportunities.



	C. 
	organizational threats.



	D. 
	organizational weaknesses.



	E. 
	competitive strategies.


Organizational opportunities are environmental factors that the organization may exploit for competitive advantage.
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	Alexis has prepared a report that details how prices for several raw materials her firm uses in production have risen by up to 30% in the last year. Her report would be an input into the __________ part of a SWOT analysis. 
 

	A. 
	strengths



	B. 
	weaknesses



	C. 
	opportunities



	D. 
	threats



	E. 
	structure


Rising costs for raw materials in an external threat to a company.
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	A vision or projection of the future is called a(n) 
 

	A. 
	trend.



	B. 
	forecast.



	C. 
	contingency.



	D. 
	strategy.



	E. 
	opportunity.


A forecast is a vision or projection of the future.
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	A time-series forecast, which is used to predict long-term trends, cyclic patterns, and seasonal variations, is one type of 
 

	A. 
	organizational strength.



	B. 
	contingency planning.



	C. 
	trend analysis.



	D. 
	balanced scorecard.



	E. 
	strategy formulation.


An example of trend analysis is a time-series forecast, which predicts future data based on patterns of historical data. Time-series forecasts are used to predict long-term trends, cyclic patterns (as in the up-and-down nature of the business cycle), and seasonal variations (as in Christmas sales versus summer sales).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	112.
	Creation of alternative hypothetical but equally likely future conditions is called 
 

	A. 
	contingency planning.



	B. 
	trend analysis.



	C. 
	balancing the scorecard.



	D. 
	strategy formulation.



	E. 
	forecasting.


Contingency planning, also known as scenario planning and scenario analysis, is the creation of alternative hypothetical but equally likely future conditions.
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	Which of the following is not one of the forces that affects industry competition, according to Porter's model for industry analysis? 
 

	A. 
	Threats of new entrants.



	B. 
	Threats of substitute products and services.



	C. 
	Bargaining power of buyers.



	D. 
	Threats of government interference.



	E. 
	Bargaining power of suppliers.


Strategic-management expert Michael Porter suggested in his Porter's model for industry analysis that business-level strategies originate in five primary competitive forces in the firm's environment: (1) threats of new entrants, (2) bargaining power of suppliers, (3) bargaining power of buyers, (4) threats of substitute products or services, and (5) rivalry among competitors.
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	Oil companies must be aware of other firms' development of ethanol products since this is an example of which one force in Porter's model for industry analysis? 
 

	A. 
	Bargaining power of buyers.



	B. 
	Rivalry among competitors.



	C. 
	Bargaining power of suppliers.



	D. 
	Threats of new entrants.



	E. 
	Threats of substitute products and services.


In an example of the threats of substitute products or services, oil companies might worry that Brazil is close to becoming energy self-sufficient because it is able to meet its growing demand for vehicle fuel by substituting ethanol derived from sugarcane for petroleum.
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	Porter's competitive strategies include 
 

	A. 
	prospector, defender, analyzer, and reactor.



	B. 
	growth, stability, and retrenchment.



	C. 
	cost leadership, differentiation, cost focus, and focused differentiation.



	D. 
	strengths, weaknesses, opportunities, and threats.



	E. 
	stars, questions marks, cash cows, and dogs.


Porter's four competitive strategies (also called four generic strategies) are (1) cost leadership, (2) differentiation, (3) cost-focus, and (4) focused-differentiation.
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	An organization is developing a low-cost line of environmentally friendly cleaning products that it intends to distribute internationally. Here, the organization is following a ______ strategy. 
 

	A. 
	cost leadership



	B. 
	differentiation



	C. 
	cost focus



	D. 
	retrenchment



	E. 
	focused-differentiation


The cost-leadership strategy is to keep the costs, and hence prices, of a product or service below those of competitors and to target a wide market.
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	An organization that is offering unique, superior products or services to a wide market is pursuing a strategy of 
 

	A. 
	cost leadership.



	B. 
	differentiation.



	C. 
	cost focus.



	D. 
	diversification.



	E. 
	focused differentiation.


The differentiation strategy is to offer products or services that are of unique and superior value compared to those of competitors but to target a wide market.
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	An example of a firm that pursues a differentiation strategy is 
 

	A. 
	Cartier.



	B. 
	Lexus.



	C. 
	Bic.



	D. 
	A regional discount gas station chain.



	E. 
	Home Depot.


The differentiation strategy is to offer products or services that are of unique and superior value compared to those of competitors but to target a wide market. Because products are expensive, managers may have to spend more on R&D, marketing, and customer service. This is the strategy followed by Ritz-Carlton hotels and the makers of Lexus automobiles.
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	Timex Group USA makes inexpensive but reliable watches sold throughout the United States and is an example of an organization pursuing a _________ strategy. 
 

	A. 
	cost-leadership



	B. 
	differentiation



	C. 
	cost-focus



	D. 
	focused-differentiation



	E. 
	retrenchment


The cost-leadership strategy is to keep the costs, and hence prices, of a product or service below those of competitors and to target a wide market.
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	An organization that keeps costs and prices low in targeting a narrow market is pursuing a strategy of 
 

	A. 
	cost leadership.



	B. 
	differentiation.



	C. 
	cost focus.



	D. 
	stability.



	E. 
	focused differentiation.


The cost-focus strategy is to keep the costs, and hence prices, of a product or service below those of competitors and to target a narrow market.
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	An organization that offers unique, superior products or services to a narrow market is pursuing a strategy of 
 

	A. 
	cost leadership.



	B. 
	differentiation.



	C. 
	cost focus.



	D. 
	diversification.



	E. 
	focused differentiation.


The focused-differentiation strategy is to offer products or services that are of unique and superior value compared to those of competitors and to target a narrow market.
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	Which of the following carmakers pursues a focused-differentiation strategy? 
 

	A. 
	Ferrari



	B. 
	Ford



	C. 
	Volkswagen



	D. 
	Honda



	E. 
	Kia


The focused-differentiation strategy is to offer products or services that are of unique and superior value compared to those of competitors and to target a narrow market.
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	The benefit of the single-product strategy for a company is 
 

	A. 
	synergy.



	B. 
	focus.



	C. 
	isolated systems.



	D. 
	differentiation.



	E. 
	lower costs.


Making just one product allows you to focus your manufacturing and marketing efforts just on that product. This means that your company can become savvy about repairing defects, upgrading production lines, scouting the competition, and doing highly focused advertising and sales.
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	Time Warner runs different divisions specializing in television, music, and publishing. Time Warner is using a(n) ______ strategy. 
 

	A. 
	stability



	B. 
	defensive



	C. 
	diversification



	D. 
	differentiation



	E. 
	infiltration


Diversification strategy means operating several businesses in order to spread the risk. Major entertainment/media companies follow this strategy.
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	Which of the following is most likely to use a diversification strategy? 
 

	A. 
	A tax preparation business



	B. 
	A flower shop



	C. 
	A lawn service



	D. 
	A grocery store



	E. 
	A shoe store


Diversification strategy means operating several businesses in order to spread the risk. A grocery store sells food, toiletries, pharmaceuticals, cards, flowers, and often more.
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	__________ refers to the idea that the economic value of separate, related businesses under one ownership and management is greater together than the businesses are worth separately. 
 

	A. 
	Structural benefit



	B. 
	Synergy



	C. 
	Selective function



	D. 
	Alignment



	E. 
	Consolidation


Synergy is the economic value of separate, related businesses under one ownership, and management is greater together than the businesses are worth separately.
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	Which of the following strategy tools suggests that an organization will do better in fast-growing markets in which it has a high market share rather than in slow-growing markets in which it has a low market share? 
 

	A. 
	SWOT analysis



	B. 
	Porter's model for industry analysis



	C. 
	Porter's competitive strategies



	D. 
	The BCG matrix



	E. 
	Trend analysis


In general, the BCG matrix suggests that an organization will do better in fast-growing markets in which it has a high market share rather in slow-growing markets in which it has a low market share. These concepts are illustrated in Figure 6.4.
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	Daniel is assessing his company's portfolio of products. One of them is the best-selling brand of mayonnaise, although this is now a slow-growing market. If Daniel uses the BCG matrix, he would classify this product as a 
 

	A. 
	star.



	B. 
	cloud.



	C. 
	question mark.



	D. 
	cash cow.



	E. 
	dog.


In the BCG matrix, cash cows have slow growth but high market share, and income from them often finances stars and question marks.
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	Apple's iPad has a very high percentage of the market for tablet computers, and this is also a quickly growing market. Thus, using the BCG matrix, the iPad would be classified as a 
 

	A. 
	star.



	B. 
	cloud.



	C. 
	question mark.



	D. 
	cash cow.



	E. 
	dog.


In the BCG matrix, stars have high growth and high market share, and are definite keepers.
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	A recent survey found that the top concern among CEOs worldwide is 
 

	A. 
	profit growth.



	B. 
	customer loyalty.



	C. 
	excellence in execution.



	D. 
	stimulating innovation.



	E. 
	finding qualified employees.


How important is execution to organizational success in today's global economy? A survey of 769 global CEOs from 40 countries revealed that "excellence in execution" was their most important concern, more important than "profit growth," "customer loyalty," "stimulating innovation," and "finding qualified employees."
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	According to Bossidy and Charan, effective ______ requires managers to build a foundation for it within three core process: people, strategy, and operations. 
 

	A. 
	tactical planning



	B. 
	strategy



	C. 
	follow-through



	D. 
	execution



	E. 
	controlling


Bossidy and Charan outline how organizations and managers can improve the ability to execute. Effective execution requires managers to build a foundation for execution within three core processes found in any business: people, strategy, and operations.
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	According to Bossidy and Charan, which business process is most important for effective execution? 
 

	A. 
	Strategy



	B. 
	People



	C. 
	Alignment



	D. 
	Operations



	E. 
	Research


A company's overall ability to execute is a function of effectively executing according to three processes: people, strategy, and operations. Because all work ultimately entails some human interaction, effort, or involvement, Bossidy and Charan believe that the people process is the most important.
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	Which of the following is not a question that Bossidy and Charan believe a strong strategic plan must address? 
 

	A. 
	How will deviations from the plan be handled?



	B. 
	What is the assessment of the external environment?



	C. 
	What are the critical issues facing the business?



	D. 
	Can the business execute the strategy?



	E. 
	Are the short term and long term balanced?


According to Bossidy and Charan, a strong strategic plan addresses nine questions, among them: What is the assessment of the external environment? What are the critical issues facing the business? Can the business execute the strategy? Are the short term and long term balanced?
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	Which of the following is not a behavior of a leader who executes? 
 

	A. 
	Reward the doers.



	B. 
	Insist on realism.



	C. 
	Follow through.



	D. 
	Know yourself.



	E. 
	Respect others' limitations.


According to Bossidy and Charan, there are seven essential leader behaviors that fuel the engine of execution. Rather than understand their limitations, you should expand people's capabilities.
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	Bossidy and Charan believe that to excel at execution, a leader should 
 

	A. 
	be hands-off once the strategy is set.



	B. 
	micromanage the tactics.



	C. 
	empower employees to take over the execution.



	D. 
	probe for weaknesses in the substance and details.



	E. 
	let the plan run its course before attempting to revise it.


Bossidy and Charan point out, "The leader who boasts of her hands-off style or puts her faith in empowerment is not dealing with the issues of the day. Leading for execution is not about micromanaging. Leaders who excel at execution immerse themselves in the substance of execution and even some of the key details. They use their knowledge of the business to constantly probe and question. They bring weaknesses to light and rally their people to correct them."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 2 Medium
Topic: Implementing & Controlling Strategy: Execution
 


 

Essay Questions
 
	136.
	Define strategic positioning. Explain the three principles that underlie strategic positioning. 
 

Strategic positioning attempts to achieve sustainable competitive advantage by preserving what is distinctive about a company. It means, according to Porter, "performing different activities from rivals, or performing similar activities in different ways."

Three key principles underlie strategic positioning:

Strategy is the creation of a unique and valuable position, which emerges from three sources: few needs, many customers; broad needs, few customers; or broad needs, many customers.

Strategy requires trade-offs in competing. A company has to choose not only what strategy to follow but what strategy not to follow.

Strategy involves creating a "fit" among activities. "Fit" has to do with the ways a company's activities interact and reinforce one another.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-01 Am I really managing if I don't have a strategy?
Level of Difficulty: 2 Medium
Topic: The Dynamics of Strategic Planning
 



	137.
	Describe the strategic management process. Explain what the "feedback loop" is and why it is important. 
 

The strategic management process involves five steps:

1. Establish the mission and vision.
2. Establish the grand strategy.
3. Formulate the strategic plans.
4. Carry out the strategic plans.
5. Maintain strategic control.

The feedback loop comes out of strategic control. Through control, managers monitor progress and take corrective action early and rapidly when things go awry, returning to earlier steps to fix problems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	138.
	Name the three common grand strategies and provide an example of how a company might use each. 
 

There are the three common grand strategies:

1. A growth strategy is a grand strategy that involves expansion—as in sales revenues, market share, number of employees, or number of customers or (for nonprofits) clients served. Examples: It can improve an existing product or service to attract more buyers. It can increase its promotion and marketing efforts to try to expand its market share. It can expand into new products or services. It can acquire similar or complementary businesses.
2. A stability strategy is a grand strategy that involves little or no significant change. Examples: It can go for a no-change strategy (if, for example, it has found that too-fast growth leads to foul-ups with orders and customer complaints). It can go for a little-change strategy (if, for example, the company has been growing at breakneck speed and feels it needs a period of consolidation).
3. A defensive strategy, or a retrenchment strategy, is a grand strategy that involves reduction in the organization's efforts. Examples: It can reduce costs, as by freezing hiring or tightening expenses. It can sell off (liquidate) assets—land, buildings, inventories, and the like. It can gradually phase out product lines or services. It can declare bankruptcy.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 3 Hard
Topic: The Strategic-Management Process
 



	139.
	Explain strategy implementation, including the role of resistance. 
 

Putting strategic plans into effect is strategy implementation. Strategy implementation is the stage of the strategic management process where managers determine possible roadblocks within the organization and see if the right people and control systems are available to execute the plans. Resistance may be encountered when people feel the plans threaten their livelihoods or their influence. This is especially true when plans are being implemented quickly, as delays (a form of resistance) can easily be constructed and these delays may heavily damage a plan. Thus, top managers can't just announce the plans; they have to actively sell them to middle and supervisory managers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-02 What's the five-step recipe for the strategic-management process?
Level of Difficulty: 2 Medium
Topic: The Strategic-Management Process
 



	140.
	Define competitive intelligence and explain how you might go about obtaining it legally. 
 

Competitive intelligence means gaining information about one's competitors' activities so that one can anticipate their moves and react appropriately. Gaining competitive intelligence isn't always easy, but there are several avenues and most of them are public sources including (1) the public prints and advertising, (2) investor information like corporate annual reports, and (3) informal sources such as trade show gossip and information from company salespeople.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	141.
	What are the fundamental differences in examining internal and external environments when conducting a situation analysis? 
 

SWOT analysis, also called a situation analysis, looks at internal strengths and weaknesses and external opportunities and threats. The internal environment looks at organizational strengths—the skills and capabilities that give the organization special competencies and competitive advantages in executing strategies in pursuit of its mission, and organizational weaknesses—the drawbacks that hinder an organization in executing strategies in pursuit of its mission—are also part of the internal environment.

The external environment includes organizational opportunities—environmental factors that the organization may exploit for competitive advantage. It also includes organizational threats—environmental factors that hinder an organization's achieving a competitive advantage.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	142.
	Give examples of what managers might look at in performing each element of a SWOT analysis. 
 

SWOT analysis—also known as a situational analysis—is a search for the strengths, weaknesses, opportunities, and threats affecting the organization.

Examples of a firm's strengths and weaknesses: work processes, organization, culture, staff, product quality, production capacity, image, financial resources and requirements, service levels, other internal matters.

Examples of a firm's opportunities and threats: market segment analysis, industry and competition analysis, impact of technology on organization, product analysis, governmental impacts, other external matters (see Figure 6.2).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 3 Hard
Topic: Establishing the Grand Strategy
 



	143.
	Define forecasting and discuss its importance. Describe the two types of forecasting described in the text. 
 

Forecasting is developing a vision or projection of the future, which is a necessary component of strategic planning. The two types are trend analysis and contingency planning. Trend analysis is a hypothetical extension of a past series of events into the future. Contingency planning is the creation of alternative hypothetical but equally likely future conditions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-03 How can competitive intelligence; SWOT; and forecasting help me establish my strategy?
Level of Difficulty: 2 Medium
Topic: Establishing the Grand Strategy
 



	144.
	Describe what determines competitiveness within a particular industry using Porter's model for industry analysis. Provide an example for at least three of the five forces in the model. 
 

Competitiveness within a particular industry originates in the five primary competitive forces in the firm's environment:

1. Threats of new entrants: for Kraft, new entrants might be store brands or Annie's.
2. Bargaining power of suppliers: companies without multiple suppliers are at the mercy of the one.
3. Bargaining power of buyers: customers who use the Internet to shop around are more able to negotiate a better price.
4. Threats of substitute products or services: for big oil companies, firms making ethanol provide a substitute product.
5. Rivalry among competitors: for Coca-Cola, Pepsi is an established rival.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 3 Hard
Topic: Formulating Strategy
 



	145.
	Describe Porter's four competitive strategies and explain how they differ from each other. Provide an example of a firm that might use each. 
 

Porter identified two "wide" strategies (cost-leadership and differentiation) that deal with broad markets, and two "narrow" strategies (cost-focus and focused-differentiation) that target specific markets.

1. Cost-leadership focuses on keeping costs and prices low for a wide market, and examples are Dell, Timex, Home Depot, and Bic.
2. Differentiation stresses offering unique and superior products and services to a wide market and examples include Ritz-Carlton, Lexus, and PepsiCo.
3. Cost-focus emphasizes keeping low costs and prices, but to a narrow market and examples include low-cost products sold at discount store and discount regional gas station chains.
4. Focused-differentiation stresses unique and superior products to a narrow market and examples include Rolls Royce, Cartier, Turnbull & Asser, and niche books.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 3 Hard
Topic: Formulating Strategy
 



	146.
	Explain the positive and negative aspects of pursuing a single-product strategy versus a diversification one. Provide an example of a company that uses each type of strategy. 
 

In a single-product strategy, a company makes and sells only one product within its market. Making just one product allows you to focus your manufacturing and marketing efforts just on that product. This means that your company can become savvy about repairing defects, upgrading production lines, scouting the competition, and doing highly focused advertising and sales. The risk, of course, is that if you do not focus on all aspects of the business, if a rival gets the jump on you, or if an act of God intervenes (for a florist, roses suffer a blight right before Mother's Day), your entire business may go under. The single-product strategy is seen all the time as you drive past the small retail businesses in a small town: There may be one shop that sells only flowers, one that sells only security systems, and so on.

Diversification is operating several businesses in order to spread the risk. Diversification may be related or unrelated. Related diversification has three advantages: reduced risk—because if one product is weak, others may take up the slack, management efficiencies—because administration is spread over several businesses, and synergy, that the sum is greater than the parts. You see the diversification strategy at the small retailer level when you drive past a store that sells gas and food and souvenirs and rents DVD movies.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 06-04 How can four techniques-Porter's competitive forces; competitive strategies; diversification and synergy; and the BCG matrix-help me formulate strategy?
Level of Difficulty: 3 Hard
Topic: Formulating Strategy
 



	147.
	Explain the three core processes of business and how they relate to execution. 
 

A company's overall ability to execute is a function of effectively executing in terms of its people processes, strategic processes, and operational processes.

People process: An effective leader tries to evaluate talent by linking people to particular strategic milestones, developing future leaders, dealing with nonperformers, and transforming the mission and operations of the human resource department.

Strategic processes: A good strategic plan addresses nine questions. In considering whether the organization can execute the strategy, a leader must take a realistic and critical view of its capabilities and competencies.

Operations processes: The strategy process defines where an organization wants to go, and the people process defines who's going to get it done. Operations or the operating plan provides the path for people to follow. The operating plan should address all the major activities in which the company will engage and then define short-term objectives for these activities, to provide targets for people at which to aim.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 2 Medium
Topic: Implementing & Controlling Strategy: Execution
 



	148.
	List at least five of the seven essential types of leader behaviors that are needed to fuel the engine of execution. 
 

The seven essential types of leader behaviors are:

1. Know your people and your business: engage intensely with your employees.
2. Insist on realism: don't let others avoid reality.
3. Set clear goals and priorities: focus on a few rather than many goals.
4. Follow through: establish accountability and check on results.
5. Reward the doers: show top performers that they matter.
6. Expand people's capabilities: develop the talent.
7. Know yourself: do the hard work of understanding who you are.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 06-05 How does effective execution help managers during the strategic-management process?
Level of Difficulty: 2 Medium
Topic: Implementing & Controlling Strategy: Execution
 






















Chapter 07 Individual & Group Decision Making: How Managers Make Things Happen Answer Key

 
 

True / False Questions 
 
	1.
	When a manager makes a decision based on the strong beliefs she already has, she is guilty of a prior-hypothesis bias. 
 
TRUE
When confronted with a choice, decision makers with strong prior beliefs tend to make their decision based on their beliefs, even if evidence shows those beliefs are wrong. This is known as the prior-hypothesis bias. Although it's always more comforting to look for evidence to support your prior beliefs, you need to be tough-minded and weigh the evidence.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	2.
	You have surveyed all of your close friends, and they all prefer ice cream to frozen yogurt. Thus you should be confident that everyone prefers ice cream; that is, this is a representative sample of adequate size. 
 
FALSE
If all of your friends prefer ice cream to frozen yogurt, this is not enough data on which to draw the conclusion that everyone prefers ice cream. This small sample might be biased.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	3.
	The process of identifying and choosing between alternative courses of action is known as option evaluation. 
 
FALSE
Decision making is the process of identifying and choosing alternative courses of action.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	4.
	Politics has provided evidence that appeals to emotion are more effective than appeals to logic in decision making. 
 
TRUE
According to psychologist Christopher Chabris, politicians "have long known that appeals to emotion are more effective than appeals to logic, not because people are stupid but because the mind is designed to use logic as a tool for supporting our beliefs rather than for changing them."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	5.
	Experts may make irrational decisions because they are unable to see things from an outsider's perspective. 
 
TRUE
As our knowledge and expertise grow, we may be less and less able to see things from an outsider's perspective. Hence, we are often apt to make irrational decisions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	6.
	The rational model of decision making assumes that managers will choose the available alternative that best supports their existing beliefs. 
 
FALSE
The rational model of decision making, also called the classical model, explains how managers should make decisions; it assumes managers will make logical decisions that will be the optimum in furthering the organization's best interests.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	7.
	The first step in the rational decision making process is to think up alternative solutions. 
 
FALSE
The first step in the rational decision-making process is to identify the problem or opportunity (see Figure 7.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	8.
	The final step in the rational decision-making process is to implement and evaluate the chosen solution. 
 
TRUE
The final step in the rational decision-making process it to implement and evaluate the solution chosen (see Figure 7.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	9.
	Opportunities should be identified in the alternative evaluation stage of the decision-making process. 
 
FALSE
Opportunities are situations that present possibilities for exceeding existing goals and they should be identified in the first step in the rational decision-making process (see Figure 7.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	10.
	Analyzing the underlying causes of a problem or an opportunity is called diagnosis. 
 
TRUE
Diagnosis is analyzing the underlying causes of problem or opportunities in order to change conditions from the present to the desirable.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	11.
	Women investors make trades much less often than men, do a lot more research, and have better returns on average. 
 
TRUE
According to LouAnn DiCosmo, "Women trade much less often than men, do a lot more research," and women's portfolios on average gain 1.4% more than men's, and single women's portfolios do 2.3% better than single men's.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	12.
	When evaluating alternatives in decision making, you must assess cost and quality and also ask the question, "Is it simple?" 
 
FALSE
You need to evaluate each alternative not only according to cost and quality but also according to the following questions: (1) Is it ethical? (2) Is it feasible? and (3) Is it ultimately effective?


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	13.
	For implementation of a chosen solution in decision making to be successful, you need to plan carefully and be sensitive to those affected. 
 
TRUE
For implementation to be successful, you need to do two things: Plan carefully. Especially if reversing an action will be difficult, you need to make careful plans for implementation. Also be sensitive to those affected. You need to consider how the people affected may feel about the change—inconvenienced, insecure, even fearful, all of which can trigger resistance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	14.
	Customers who experience poor customer service are more likely to tell the company about it than to tell family or friends. 
 
FALSE
The problem with faulty customer service is that sometimes the company may be the last to hear about it, but a great many other potential customers may hear of it by word of mouth. One study found that only 6% of shoppers who experienced a problem with a retailer contacted the company. However, 31% went on to tell friends, family, and colleagues what had happened.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	15.
	If a chosen alternative is implemented and it does not appear to be working, you may need to give it more time. 
 
TRUE
If the action is not working, consider giving it more time. You need to make sure employees, customers, and so on have had enough time to get used to the new action.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	16.
	The rational model works well even with the incomplete information and uncertainty about consequences that managers often face. 
 
FALSE
The rational model makes some highly desirable assumptions: that managers have complete information, are able to make an unemotional analysis, and are able to make the best decision for the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	17.
	Nonrational models of decision making describe how managers should make decisions rather than how they actually do. 
 
FALSE
The nonrational models are descriptive rather than prescriptive: They describe how managers actually make decisions rather than how they should.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	18.
	The incremental model is a nonrational model of decision making. 
 
TRUE
Three nonrational models are (1) satisficing, (2) incremental, and (3) intuition.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	19.
	Sandra did an Internet search for Jamaican hotels when she was setting up her vacation, but found over 7 million results, of which she could only handle looking at about two pages. Sandra is operating under conditions of bounded rationality. 
 
TRUE
Bounded rationality is a concept that suggests that the ability of decision makers to be rational is limited by numerous constraints, such as complexity, time and money, and their cognitive capacity, values, skills, habits, and unconscious reflexes (see Figure 7.2).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	20.
	Satisficing occurs when a manager takes small, short-term steps to alleviate a problem. 
 
FALSE
In the satisficing model, managers seek alternatives until they find one that is satisfactory, not optimal. In the incremental model, managers take small, short-term steps to alleviate a problem, rather than steps that will accomplish a long-term solution.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	21.
	In time-critical situations, satisficing may be a good approach to decision making. 
 
TRUE
While looking for a solution that is merely "satisficing" might seem to be a weakness, it may well outweigh any advantages gained from delaying making a decision until all information is in and all alternatives weighed.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	22.
	One problem with the incremental model is that temporary steps may actually impede a beneficial long-term solution. 
 
TRUE
In the incremental model, managers take small, short-term steps to alleviate a problem, rather than steps that will accomplish a long-term solution. Sometimes the temporary steps lead to a long-term solution but they may also impede a beneficial long-term solution.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	23.
	When then-president of Chrysler Bob Lutz ordered the development of the Dodge Viper without supporting research but because it "just felt right," he was using the incremental model of decision making. 
 
FALSE
Despite the lack of supporting marketing research, Bob Lutz, then-president of Chrysler Corporation, ordered the development of the Dodge Viper, a "muscle car" that became very popular. "It was this subconscious, visceral feeling," he said about his decision later. "And it just felt right." This is an example of the intuition model rather than incremental.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	24.
	Intuition based on feelings rather than expertise, or the involuntary emotional response to those feelings, is known as automated experience. 
 
TRUE
Intuition based on feelings, or the involuntary emotional response to those same matters, is known as automated experience. Intuition that stems from expertise, or a person's explicit and tacit knowledge about a person, situation, object, or decision opportunity, is known as a holistic hunch.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	25.
	The drawback of using the intuition model of decision making is that it can be difficult to convince others that your decision makes sense. 
 
TRUE
As a model for making decisions, intuition has a drawback in that it can be difficult to convince others that your hunch makes sense.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	26.
	When QVC experiments with which products it will sell on its television shopping network and follows this up with analysis of why some sell and others don't, it is using evidence-based management. 
 
TRUE
The products home-shopping network QVC sells are selected through a process of constant experimentation, punctuated by evidence-based analysis as to why some sell and some don't. QVC is following the implementation principle of treating the organization as an unfinished prototype.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 3 Hard
Topic: Evidence-Based Decision Making and Analytics
 



	27.
	Understanding how to use failure is an important implementation principle for evidence-based management. 
 
TRUE
According to Pfeffer and Sutton, "There is no learning without failure…. If you look at how the most effective systems in the world are managed, a hallmark is that when something goes wrong, people face the hard facts, learn what happened and why, and keep using those facts to make the system better."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	28.
	To effectively use evidence-based management, the more evidence you can gather, the better. 
 
FALSE
Despite your best intentions, it's hard to bring the best evidence to bear on your decisions. Among the reasons are that there is sometimes too much evidence.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	29.
	Evidence shows that firms that announce layoffs have higher stock prices than their peers, both in the near term and over time. 
 
FALSE
Looking at the evidence, Stanford professor Jeffrey Pfeffer finds that firms that announce layoffs actually do not enjoy higher stock prices than their peers, either immediately or over time. Layoffs also don't increase individual company productivity and, in fact, don't even reliably cut costs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	30.
	Portfolio analysis is an example of the incremental model of decision making. 
 
FALSE
Perhaps the purest application of evidence-based management is the use of analytics, or business analytics, the term used for sophisticated forms of business data analysis. One example of analytics is portfolio analysis, in which an investment adviser evaluates the risks of various stocks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	31.
	Analytics have been used in baseball and basketball to find undervalued players that could help teams that had limited resources to pay superstars. 
 
TRUE
Creative use of analytics enabled managers of the Oakland A's club to concentrate their limited payroll resources on draft picks who were primarily talented college players rather than veteran professionals. It also helped the Houston Rockets to select forward Shane Battier, who doesn't post many points, rebounds, assists, steals, or blocked shots but who applies a superior intelligence to an overview of the game that helps his teams produce winning records.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	32.
	Capital One uses predictive modeling by conducting experiments to evaluate which customers will sign up for credit cards and pay back their debt. 
 
TRUE
Companies such as Capital One look well beyond basic statistics, using data mining and predictive modeling to identify potential and most profitable customers. Predictive modeling is a data-mining technique used to predict future behavior and anticipate the consequences of change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	33.
	A recent study says that the world's information is doubling every seven years. 
 
FALSE
A recent study says the world's information is doubling every two years. This has led to a concept known as "big data" (often capitalized, Big Data), stores of data so vast that conventional database management systems cannot handle them and so very sophisticated analysis software and supercomputing-level hardware are required.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 1 Easy
Topic: Evidence-Based Decision Making and Analytics
 



	34.
	Risk propensity is the willingness to gamble or to undertake risk for the possibility of getting an increased payoff. 
 
TRUE
Risk propensity is the willingness to gamble or to undertake risk for the possibility of gaining an increased payoff.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 1 Easy
Topic: Four General Decision-Making Styles
 



	35.
	People with a low tolerance for ambiguity and an orientation toward task and technical concerns in making decisions have an analytical decision-making style. 
 
FALSE
People with a directive style have a low tolerance for ambiguity and are oriented toward task and technical concerns in making decisions.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 1 Easy
Topic: Four General Decision-Making Styles
 



	36.
	A person with a directive decision style is efficient, logical, practical, and systematic in her approach to solving problems. 
 
TRUE
People with a directive style have a low tolerance for ambiguity and are oriented toward task and technical concerns in making decisions. They are efficient, logical, practical, and systematic in their approach to solving problems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	37.
	A directive individual takes longer to make a decision than an analytical one. 
 
FALSE
Analytic individuals are careful decision makers who take longer to make decisions but who also respond well to new or uncertain situations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	38.
	The conceptual style of decision making is the most people oriented of the styles. 
 
FALSE
The behavioral style is the most people oriented of the four styles. People with this style work well with others and enjoy social interactions in which opinions are openly exchanged.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	39.
	Most managers have just one dominant decision-making style. 
 
FALSE
Research shows that very few people have only one dominant decision-making style. Rather, most managers have characteristics that fall into two or three styles. Studies also show that decision-making styles vary across occupations, job level, and countries. There is not a best decision-making style that applies to all situations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	40.
	You can increase your ability to influence others by being aware of decision-making styles. 
 
TRUE
You can use knowledge of decision-making styles to increase your ability to influence others, to understand yourself, and to help you deal with conflict by giving you an awareness of how people can take the same information and yet arrive at different decisions by using a variety of decision-making strategies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	41.
	To be compliant with current federal legislation, all for-profit companies are required to have an ethics officer. 
 
FALSE
Many (but not all) companies now have an ethics officer, someone trained about matters of ethics in the workplace.


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 07-04 What guidelines can I follow to be sure that decisions I make are not just lawful but ethical?
Level of Difficulty: 2 Medium
Topic: Making Ethical Decisions
 



	42.
	A cost-benefit matrix is a graph of decisions and their possible consequences and is used to create a plan to reach a goal. 
 
FALSE
A decision tree is a graph of decisions and their possible consequences; it is used to create a plan to reach a goal.


 
	AACSB: Ethics
Blooms: Remember
Learning Objective: 07-04 What guidelines can I follow to be sure that decisions I make are not just lawful but ethical?
Level of Difficulty: 1 Easy
Topic: Making Ethical Decisions
 



	43.
	Studies show that even severe life events have a negative impact on one's sense of well-being for no more than about three months. 
 
TRUE
Even severe life events have a negative impact on people's sense of well-being and satisfaction for no more than three months, after which their feelings at least go back to normal.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	44.
	Relaxed change is one type of effective response for a manager to take when confronted with a challenge. 
 
FALSE
There are four defective problem-recognition and problem-solving approaches that act as barriers when you must make an important decision in a situation of conflict, one of which is relaxed change.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	45.
	Yichao, a manager of a downtown hair salon, has been procrastinating about a problem. Over the past year, his company has seen a high rate of customer defections, and even the loss of some of its best stylists. Still, he hasn't even begun to investigate the issue. This is an indicator of relaxed avoidance. 
 
FALSE
In defensive avoidance, a manager can't find a good solution and follows by (a) procrastinating, (b) passing the buck, or (c) denying the risk of any negative consequences. This is a posture of resignation and a denial of responsibility for taking action.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	46.
	Importance of the situation, the credibility of the information about it, and the urgency of it should be considered in the decision about whether to decide. 
 
TRUE
In deciding to decide, a manager agrees that he or she must decide what to do about a problem or opportunity and take effective decision-making steps. Three ways to help you decide whether to decide are to evaluate the following: 1. Importance: "How High Priority Is This Situation?" 2. Credibility: "How Believable Is the Information About the Situation?" 3. Urgency: "How Quickly Must I Act on the Information About the Situation?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	47.
	Heuristics are strategies that simplify the process of making decisions. 
 
TRUE
Scholars call rules of thumb heuristics, strategies that simplify the process of making decisions.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	48.
	When managers use information that is readily available from memory to make judgments, it is known as a confirmation bias. 
 
FALSE
The confirmation bias is when people seek information to support their point of view and discount data that do not. The availability bias means managers use information readily available from memory to make judgments.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	49.
	Being "loss adverse" and hating to admit you're wrong can contribute to the escalation of commitment bias. 
 
TRUE
If you really hate to admit you're wrong, you need to be aware of the escalation of commitment bias, whereby decision makers increase their commitment to a project despite negative information about it. The bias is that what was originally made as perhaps a rational decision may continue to be supported for irrational reasons: pride, ego, the spending of enormous sums of money, and being "loss averse."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	50.
	Groups make better decisions than most individuals acting alone. 
 
TRUE
Although groups don't make as high-quality decisions as the best individual acting alone, research suggests that groups make better decisions than most individuals acting alone.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	51.
	A disadvantage of group-aided decision making is that groups tend to suppress an individual's intellectual stimulation and creativity. 
 
FALSE
Groups have an advantage in intellectual stimulation. A group of people can brainstorm or otherwise bring greater intellectual stimulation and creativity to the decision-making process than is usually possible with one person acting alone.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	52.
	The tendency for group members to agree for the sake of unanimity and thus avoid accurately assessing the decision situation is called satisficing. 
 
FALSE
Groupthink occurs when group members strive to agree for the sake of unanimity and thus avoid accurately assessing the decision situation. Here the positive team spirit of the group actually works against sound judgment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	53.
	Where time is of the essence, in most cases an individual should make the decision rather than a group. 
 
TRUE
Groups take longer to make decisions. Thus, if time is of the essence, you may want to make the decision by yourself. Faced with time pressures or the serious effect of a decision, groups use less information and fewer communication channels, which increases the probability of a bad decision.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	54.
	Smaller-sized groups make higher-quality decisions. 
 
TRUE
One characteristic of a group is that its size affects the decision quality. In general, the larger the group, the lower the quality of the decision.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	55.
	Fawaz is contemplating a couple of new options for the order takers that he manages. There is no great urgency in the situation; he just needs to have a procedure in place within a couple of months. Fawaz would be wise to make this decision by himself. 
 
FALSE
Since group decisions are generally better decisions than most individuals action alone and since there is no time constraint, Fawaz should likely make the decision with the department workers. This has the added benefit of allowing the workers to contribute to the decision and thus be more likely to accept it.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 3 Hard
Topic: Group Decision Making: How to Work with Others
 



	56.
	Participative management has a large effect on job performance and job satisfaction. 
 
FALSE
It has been shown that, although participation has a significant effect on job performance and job satisfaction, that effect is small.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	57.
	Consensus occurs when group members are able to express their opinions and reach agreement to support the final decision. 
 
TRUE
Using groups to make decisions generally requires that they reach a consensus, which occurs when members are able to express their opinions and reach agreement to support the final decision.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	58.
	Middle and supervisory managers may be a source of resistance in participatory management. 
 
TRUE
Participative management is more likely to work if middle and supervisory managers are supportive. These managers tend to resist PM because it reduces their authority. Thus, it's important to gain the support and commitment of managers in these ranks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	59.
	Keep in mind the importance of maintaining group relations; don't stand in the way of a group trying to reach consensus. 
 
FALSE
Even if your group is seeking consensus, a management expert advises that you should avoid making an agreement simply to keep relations amicable and not rock the boat.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	60.
	Putting questions to a vote is a good method to help a group reach consensus. 
 
FALSE
A management expert advises you not to try to achieve consensus by putting questions to a vote; this will only split the group into winners and losers, perhaps creating bad feelings among the latter.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	61.
	Brainstorming is a technique used to help groups generate multiple ideas and alternatives for solving problems. 
 
TRUE
Brainstorming is a technique used to help groups generate multiple ideas and alternatives for solving problems.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	62.
	Heuristics is a technique in which members of a group come together over a computer network to generate ideas and alternatives. 
 
FALSE
Electronic brainstorming, sometimes called brainwriting, is a technique in which members of a group come together over a computer network to generate ideas and alternatives.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	63.
	Group-driven computer-aided decision systems ask participants to answer predetermined questions on electronic keypads or dials. 
 
FALSE
Chauffeur-driven computer-aided decision-making systems ask participants to answer predetermined questions on electronic keypads or dials.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 


 



Multiple Choice Questions 
 
	64.
	Which of the following statements about biased decision making is true? 
 

	A. 
	Hindsight helps you correctly assess what you should have known beforehand.



	B. 
	When you are making a decision and you have considerable experience in that area, you are then most likely to be overconfident.



	C. 
	When confronted with a choice, people with strong prior beliefs tend to make their decisions based on their beliefs even if their beliefs are false.



	D. 
	Sometimes a single event can allow you to determine the trend.



	E. 
	You could confidently make a decision about something by asking 20 of your friends and deciding based on their preferences.


When confronted with a choice, decision makers with strong prior beliefs tend to make their decision based on their beliefs, even if evidence shows those beliefs are wrong.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	65.
	Which of the following is a step in the rational decision-making model? 
 

	A. 
	Seek consensus among leadership.



	B. 
	Identify the problem or opportunity.



	C. 
	Improve the chosen solution.



	D. 
	Test solutions on a small scale.



	E. 
	Implement a holding pattern.


Typically there are four stages in rational decision making (see Figure 7.1): Stage 1: Identify the problem or opportunity, Stage 2: Think up alternative solutions, Stage 3: Evaluate alternatives and select a solution, and Stage 4: Implement and evaluate the solution chosen.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	66.
	The rational model of decision making is also called the ______ model. 
 

	A. 
	balanced



	B. 
	satisficing



	C. 
	incremental



	D. 
	classical



	E. 
	intuitional


The rational model of decision making, also called the classical model, explains how managers should make decisions; it assumes managers will make logical decisions that will be the optimum in furthering the organization's best interests.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	67.
	Diagnosis is used in which stage of the rational decision-making model? 
 

	A. 
	Identify the problem or opportunity



	B. 
	Think up alternative solutions



	C. 
	Evaluate alternatives



	D. 
	Select a solution



	E. 
	Implement a solution


Whether you're confronted with a problem or an opportunity in the first stage of the model, the decision you're called on to make is how to make improvements, or how to change conditions from the present to the desirable. This is a matter of diagnosis, which is analyzing the underlying causes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	68.
	Which of the following is true about women investors? 
 

	A. 
	They tend to trade more often than men.



	B. 
	They do less research before investing than men.



	C. 
	Their portfolios have a higher average gain than men's.



	D. 
	They are increasingly being drawn to careers in finance.



	E. 
	They tend to chase "hot tips."


Patience and good decision making help set women apart in investing. As a result, according to a study cited by DiCosmo, women's portfolios on average gain 1.4% more than men's, and single women's portfolios do 2.3% better than single men's.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	69.
	When evaluating a solution in decision making, answering yes to which of the following questions should cause you to reconsider choosing it? 
 

	A. 
	Is there enough time?



	B. 
	Are the costs reasonable?



	C. 
	Is it ethical?



	D. 
	Is the technology available?



	E. 
	Do you consider it merely "good enough"?


In evaluation, you should ask yourself if the alternative is ultimately effective. If the decision is merely "good enough" but not optimal in the long run, you might reconsider.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	70.
	In the final stage of the rational model of decision making, you should 
 

	A. 
	provide justification for the choice.



	B. 
	select a solution.



	C. 
	seek high-level support.



	D. 
	evaluate the results.



	E. 
	identify the winners and losers.


One "law" in economics is the law of unintended consequences—things happen that weren't foreseen. For this reason, in the final stage you need to follow up and evaluate the results of the decision.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	71.
	Which of the following is NOT a recommended option when you discover that an action is not working after a decision? 
 

	A. 
	Give the chosen solution more time.



	B. 
	Abandon the solution in favor of the status quo.



	C. 
	Try another alternative.



	D. 
	Go back to the beginning of the decision-making process.



	E. 
	Change the chosen solution slightly.


Some possibilities to try if the action is not working include give it more time, change it slightly, try another alternative, or start over.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	72.
	Which of the following is an assumption upon which the rational model of decision making rests? 
 

	A. 
	Decision makers can logically evaluate the alternatives.



	B. 
	Consequences of any actions cannot be known.



	C. 
	Decision makers typically have emotional blind spots.



	D. 
	A decision maker will choose the option that is most ethical.



	E. 
	Decision makers are unable to process all of the available information.


The rational model makes some highly desirable assumptions: that managers have complete information, are able to make an unemotional, logical analysis, and are able to make the best decision for the organization (see Table 7.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	73.
	Which of the following is one of the nonrational models of decision making? 
 

	A. 
	Boundary



	B. 
	Classical



	C. 
	Goal displacement



	D. 
	Satisficing



	E. 
	Attitudinal


Three nonrational models are (1) satisficing, (2) incremental, and (3) intuition.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	74.
	The concept of "bounded rationality" is most closely related to the _________ model of decision making. 
 

	A. 
	classical



	B. 
	rational



	C. 
	satisficing



	D. 
	incremental



	E. 
	intuition


The bounded rationality concept suggests that the ability of decision makers to be rational is limited by numerous constraints, such as complexity, time, cognitive capacity, values, skills, habits, and unconscious reflexes (see Figure 7.2). Because of such constraints, managers don't make an exhaustive search for the best alternative. Instead, they follow the satisficing model in which managers seek alternatives until they find one that is satisfactory, not optimal.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	75.
	Nicole and other managers in her firm have some ties to Europe and are investigating opportunities for global expansion. They are struggling to understand the risks, given the complexity of world markets today and recent global instabilities. The difficulty Nicole's team is facing prevents perfectly rational decision making, and is an example of 
 

	A. 
	risk aversion.



	B. 
	bounded rationality.



	C. 
	groupthink.



	D. 
	defensive avoidance.



	E. 
	anchoring and adjustment.


The bounded rationality concept suggests that the ability of decision makers to be rational is limited by numerous constraints, such as complexity. The problems that need solving are often exceedingly complex, beyond understanding.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	76.
	Alexis manages a clothing store in the mall. They were understaffed, and she thought she would have to work all day and help close the store that evening until a young man came in for an application around noon. Alexis told him he could have the job if he could come back at 4 p.m. to begin work. Here, Alexis was engaged in 
 

	A. 
	relaxed avoidance.



	B. 
	confirmation bias.



	C. 
	satisficing.



	D. 
	heuristics.



	E. 
	analytics.


Because of constraints (here, a time constraint), managers don't make an exhaustive search for the best alternative. Instead, they follow the satisficing model in which managers seek alternatives until they find one that is satisfactory, not optimal.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	77.
	Which of the following is NOT a hindrance to perfectly rational decision making? 
 

	A. 
	Conflicting goals



	B. 
	Imperfect information



	C. 
	Information overload



	D. 
	Limited cognitive capacity



	E. 
	Lack of intuition


The ability of decision makers to be rational is limited by numerous constraints, such as complexity, time and money, imperfect or too much information, conflicting goals, and their cognitive capacity, values, skills, habits, and unconscious reflexes (see Figure 7.2).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	78.
	The incremental model of decision making suggests that managers make decisions by 
 

	A. 
	using processes that have worked in past experience.



	B. 
	experimenting with alternatives in a controlled setting, one by one.



	C. 
	choosing something that is "good enough."



	D. 
	taking small steps to alleviate a problem.



	E. 
	involving several lower-level employees.


In the incremental decision-making model, managers take small, short-term steps to alleviate a problem, rather than steps that will accomplish a long-term solution.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	79.
	Jerome's accounts payable department is behind schedule as the month-end close is approaching. This has been happening every month, but he hasn't found time to provide additional training. Instead he asks all of his employees to work eight hours of overtime that week and reassigns some tasks. This is an example of using the ________ model. 
 

	A. 
	rational



	B. 
	predictive



	C. 
	intuition



	D. 
	incremental



	E. 
	coalition


In the incremental decision-making model, managers take small, short-term steps to alleviate a problem, rather than steps that will accomplish a long-term solution.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	80.
	Jenna manages a retail store and she has been noticing long lines at checkout lately. She is unsure about increasing staffing levels right now, so she chooses to reconfigure the physical orientation of the checkout space to alleviate the problem for the time being. Jenna is using the ________ model. 
 

	A. 
	incremental



	B. 
	coalition



	C. 
	rational



	D. 
	predictive



	E. 
	intuition


In the incremental decision-making model, managers take small, short-term steps to alleviate a problem, rather than steps that will accomplish a long-term solution.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	81.
	Making a choice without the use of conscious thought or logical interference is called 
 

	A. 
	reactive decision.



	B. 
	irrational insight.



	C. 
	intuition.



	D. 
	instinctual choice.



	E. 
	heuristics.


Intuition is making a choice without the use of conscious thought or logical inference. It may be based on expertise or feelings.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 1 Easy
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	82.
	Which of the following is an implementation principle for evidence-based management described by Pfeffer and Sutton? 
 

	A. 
	See yourself as outsiders do.



	B. 
	If all else fails, speed the spread of good practices.



	C. 
	Reserve evidence-based management for top executives.



	D. 
	Treat your organization as a trophy.



	E. 
	Understand what happens when people succeed.


Pfeffer and Sutton identify seven implementation principles for companies committed to doing what it takes to profit from evidence-based management, including seeing yourself and your organization as outsiders do.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	83.
	Which of the following is NOT a reason why it is hard to bring the best evidence to bear on your decisions? 
 

	A. 
	Stories are more persuasive than evidence.



	B. 
	People are trying to mislead you.



	C. 
	The evidence leads to an unethical solution.



	D. 
	The evidence doesn't quite apply.



	E. 
	There's too much evidence.


Despite your best intentions, it's hard to bring the best evidence to bear on your decisions. Reasons include: (1) There's too much evidence. (2) There's not enough good evidence. (3) The evidence doesn't quite apply. (4) People are trying to mislead you. (5) You are trying to mislead you. (6) The side effects outweigh the cure. (7) Stories are more persuasive, anyway.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	84.
	Redbox uses the large amount of data that it collects at its video and game rental kiosks to determine ways to improve customer retention and to encourage multiple rentals at the same time. The chain is using 
 

	A. 
	quantitative decision making.



	B. 
	data correlation.



	C. 
	heuristics.



	D. 
	business analytics.



	E. 
	the Delphi technique.


Analytics, or business analytics, is the term used for sophisticated forms of business data analysis. In one example of analytics in gambling, data-mining software was used to analyze vast amounts of casino customer data to target profitable patrons.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 3 Hard
Topic: Evidence-Based Decision Making and Analytics
 



	85.
	Which of the following is characteristic of companies that use analytics? 
 

	A. 
	Use of predictive modeling



	B. 
	Having a single, focused application for its use



	C. 
	Information overload



	D. 
	Use of competitive intelligence



	E. 
	Making decisions intuitively


Attributes of analytics competitors include the use of predictive modeling, going beyond simple descriptive statistics, having multiple applications, and support from the top.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	86.
	The stores of data so vast that conventional database management systems cannot handle them and which instead require very sophisticated analysis software and supercomputing-level hardware are known as 
 

	A. 
	big data.



	B. 
	heuristics.



	C. 
	information escalation.



	D. 
	incremental diagnostics.



	E. 
	boundless resources.


Big Data refers to stores of data so vast that conventional database management systems cannot handle them and so very sophisticated analysis software and supercomputing-level hardware are required. Attracting a lot of attention in science, business, medicine, and technology, the concept of big data has been dubbed "the next frontier for innovation, competition, and productivity."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	87.
	Amanda was asked by her boss to create a handbook for new hires because several employees had recently complained, saying they felt lost when they first started because procedures didn't seem to be formalized. Amanda herself had not felt that way, perhaps because she has a 
 

	A. 
	high tolerance for ambiguity.



	B. 
	value orientation focused on people.



	C. 
	conceptual decision style.



	D. 
	high propensity for risk.



	E. 
	low value orientation.


Some people desire a lot of structure in their lives (a low tolerance for ambiguity) and find ambiguous situations stressful and psychologically uncomfortable. In contrast, others do not have a high need for structure and can thrive in uncertain situations (a high tolerance for ambiguity, like Amanda).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 3 Hard
Topic: Four General Decision-Making Styles
 



	88.
	A person with high tolerance for ambiguity has 
 

	A. 
	a high need for structure or control.



	B. 
	a strong people orientation.



	C. 
	an analytical mind.



	D. 
	defensive avoidance tendencies.



	E. 
	comfort with uncertain situations.


Some people do not have a high need for structure and can thrive in uncertain situations (a high tolerance for ambiguity). Ambiguous situations can energize people with a high tolerance for ambiguity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	89.
	Which of the following is a decision-making style based on the dimensions of value orientation and tolerance for ambiguity? 
 

	A. 
	professional



	B. 
	personal



	C. 
	technological



	D. 
	behavioral



	E. 
	mechanical


When the dimensions of value orientation and tolerance for ambiguity are combined, they form four styles of decision making: directive, analytical, conceptual, and behavioral. (See Figure 7.3.)


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 1 Easy
Topic: Four General Decision-Making Styles
 



	90.
	An analytical decision-making style reflects a person who is ______ in his value orientation and ______ in his tolerance for ambiguity. 
 

	A. 
	task/technical; high



	B. 
	task/technical; low



	C. 
	people/social; high



	D. 
	people/social; low



	E. 
	managerial; low


A person with an analytical style has a much higher tolerance for ambiguity than someone with a directive style, and tends to focus on tasks and technical concerns in the workplace.
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Topic: Four General Decision-Making Styles
 



	91.
	A person with a conceptual decision-making style is __________ in her value orientation and __________ in her tolerance for ambiguity. 
 

	A. 
	managerial; high



	B. 
	task/technical; low



	C. 
	people/social; high



	D. 
	people/social; low



	E. 
	managerial; low


People with a conceptual style have a high tolerance for ambiguity and tend to focus on the people or social aspects of a work situation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	92.
	A person who is oriented toward people and social concerns and has a low tolerance for ambiguity is ______ in her decision-making style. 
 

	A. 
	analytical



	B. 
	relaxed



	C. 
	conceptual



	D. 
	directive



	E. 
	behavioral


People with a behavioral style have a low tolerance for ambiguity and tend to focus on the people or social aspects of a work situation.
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Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
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	93.
	A person who is oriented toward task and technical concerns and has a low tolerance for ambiguity is ______ in his decision-making style. 
 

	A. 
	analytical



	B. 
	behavioral



	C. 
	conceptual



	D. 
	directive



	E. 
	heuristic


A person with a directive style has low tolerance for ambiguity and tends to focus on tasks and technical concerns in the workplace.
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Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
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	94.
	Ryan is an efficient manager who is very good at meeting his deadlines and quite decisive. Still, his employees find him to be too controlling at times and unable to see the long-term consequences of his actions. Ryan is most likely ______ in his decision-making style. 
 

	A. 
	analytical



	B. 
	autocratic



	C. 
	behavioral



	D. 
	conceptual



	E. 
	directive


People with a directive style are efficient, logical, practical, and systematic in their approach to solving problems. People with this style are action oriented and decisive and like to focus on facts. They tend to be autocratic, to exercise power and control, and to focus on the short run.


 
	AACSB: Analytic
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Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 3 Hard
Topic: Four General Decision-Making Styles
 



	95.
	Charlie has a reputation for being slow to reach a final decision but being able to decide a reasoned course of action regardless of the uncertainty. He is very thorough in collecting information and evaluating more alternatives than other managers are. Charlie is most likely ______ in his decision-making style. 
 

	A. 
	analytical



	B. 
	behavioral



	C. 
	conceptual



	D. 
	directive



	E. 
	relaxed


Analytic individuals are careful decision makers who take longer to make decisions but who also respond well to new or uncertain situations.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-03 How do I decide to decide?
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Topic: Four General Decision-Making Styles
 



	96.
	Karl is very creative and prefers to look at the long-term issues when making a decision. He considers a wide variety of possible actions based on an open mind about the possibilities. Sometimes his coworkers find him indecisive because of these tendencies. Karl is probably ______ in his decision-making style. 
 

	A. 
	analytical



	B. 
	behavioral



	C. 
	conceptual



	D. 
	directive



	E. 
	relaxed


Conceptual types adopt a long-term perspective and rely on intuition and discussions with others to acquire information. They also are willing to take risks and are good at finding creative solutions to problems. A conceptual style can foster an indecisive approach to decision making.


 
	AACSB: Analytic
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Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 3 Hard
Topic: Four General Decision-Making Styles
 



	97.
	Savannah is a warm and likeable manager who is extremely supportive of her employees, but she sometimes doesn't say no when she needs to and is somewhat passive in enforcing her decisions. Her decision-making style is most likely 
 

	A. 
	analytical.



	B. 
	heuristic.



	C. 
	behavioral.



	D. 
	conceptual.



	E. 
	directive.


Behavioral types are supportive, receptive to suggestions, show warmth, and prefer verbal to written information. They have a tendency to avoid conflict and to be concerned about others. They may adopt a wishy-washy approach to decision making and have a hard time saying no.
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	98.
	Scott has received training in resolving ethical dilemmas and currently oversees the development of an ethical code for his workplace. Scott is a(n) 
 

	A. 
	member of the principles board.



	B. 
	morality team member.



	C. 
	social responsibility chief.



	D. 
	ethics officer.



	E. 
	chief executive officer.


An ethics officer is someone trained about matters of ethics in the workplace, particularly about resolving ethical dilemmas.
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	99.
	A graph of decisions and their possible consequences is known as a(n) 
 

	A. 
	decision tree.



	B. 
	Gantt chart.



	C. 
	results chart.



	D. 
	outcome matrix.



	E. 
	fishbone diagram.


A decision tree is a graph of decisions and their possible consequences; it is used to create a plan to reach a goal. Decision trees are used to aid in making decisions.
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Blooms: Remember
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Topic: Making Ethical Decisions
 



	100.
	According to Harvard professor Constance Bagley, ethical decisions can be facilitated with a(n) 
 

	A. 
	goal statement.



	B. 
	improved legal department.



	C. 
	cross-department task force.



	D. 
	decision tree.



	E. 
	brainstorming session.


Constance Bagley suggests a decision tree can help with ethical decisions. A decision tree is a graph of decisions and their possible consequences; it is used to create a plan to reach a goal.
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	101.
	Which of the following questions about a proposed action is NOT a key question in Bagley's ethical decision tree? 
 

	A. 
	Is it legal?



	B. 
	Does it maximize shareholder value?



	C. 
	Is it ethical?



	D. 
	Would it be ethical not to do it?



	E. 
	Should the effect of it be disclosed to shareholders?


According to Bagley's ethical decision tree, when you answer no to the question "Would it be ethical not to take the action?", you should do the action but disclose the effect of the action to shareholders (see Figure 7.4).
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	102.
	It has been discovered that an overseas manufacturing facility your company uses has been employing child labor despite your position against it. You are contemplating relocating your manufacturing to another country where costs are somewhat higher but workplace standards are more tightly controlled. In using Bagley's ethical decision tree, you determine it would be unethical NOT to relocate, so you should 
 

	A. 
	relocate the facility, but don't tell shareholders about potentially smaller profits.



	B. 
	warn the manufacturer that you will relocate should a violation occur again.



	C. 
	continue to use the facility, despite your objections, because this will maximize shareholder value.



	D. 
	relocate the facility, and tell the shareholders how this will affect their returns.



	E. 
	continue to use the facility, because it is benefitting your company, and all workers, even underage ones.


If the action would not directly benefit shareholders, it might still be ethical to go ahead with it. Not relocating might be harmful underage children or be damaging to relationships with customers. Thus, the ethical conclusion might be to relocate but to disclose the effects of the decision to shareholders.
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	103.
	When a manager decides to take no action in the belief that there will be no great negative consequences, she is engaged in 
 

	A. 
	limited reaction.



	B. 
	relaxed avoidance.



	C. 
	relaxed change.



	D. 
	decreased involvement.



	E. 
	defensive avoidance.


In relaxed avoidance, a manager decides to take no action in the belief that there will be no great negative consequences.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	104.
	Carla heard from a client that a product similar to a popular one at her retail store was now at Walmart, imported from China, and costing just over half of her sales price. But Carla isn't really worried because she believes in her customers' loyalty, so she has no plans to make changes. Carla is practicing 
 

	A. 
	relaxed change.



	B. 
	defensive avoidance.



	C. 
	postponed action.



	D. 
	relaxed avoidance.



	E. 
	delayed decision.


In relaxed avoidance, a manager decides to take no action in the belief that there will be no great negative consequences.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	105.
	Which of the following responses to a challenge would be considered most like satisficing? 
 

	A. 
	Panic



	B. 
	Relaxed avoidance



	C. 
	Relaxed change



	D. 
	Decreased involvement



	E. 
	Defensive avoidance


In relaxed change, a manager realizes that complete inaction will have negative consequences but opts for the first available alternative that involves low risk. This is a form of "satisficing"; the manager avoids exploring a variety of alternatives in order to make the best decision.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
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	106.
	When a manager realizes that complete inaction will have negative consequences but opts for the first available alternative that involves low risk, it is called 
 

	A. 
	relaxed change.



	B. 
	defensive avoidance.



	C. 
	postponed action.



	D. 
	relaxed avoidance.



	E. 
	delayed decision.


In relaxed change, a manager realizes that complete inaction will have negative consequences but opts for the first available alternative that involves low risk.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	107.
	Passing the buck or procrastinating about a decision are examples of which type of reaction to a challenge? 
 

	A. 
	Panic



	B. 
	Relaxed avoidance



	C. 
	Relaxed change



	D. 
	Decreased involvement



	E. 
	Defensive avoidance


In defensive avoidance, a manager can't find a good solution and follows by (a) procrastinating, (b) passing the buck, or (c) denying the risk of any negative consequences.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	108.
	Erik has been putting off a decision about firing several workers who have been ignoring safety regulations on the factory floor. After all, he thinks, his boss will eventually notice and take action. Erik is experiencing a(n) ______ reaction. 
 

	A. 
	relaxed change



	B. 
	relaxed avoidance



	C. 
	defensive avoidance



	D. 
	unresponsive



	E. 
	delayed change


In defensive avoidance, a manager can't find a good solution and follows by (a) procrastinating, (b) passing the buck, or (c) denying the risk of any negative consequences. Erik is passing the buck, hoping someone else will make a decision.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	109.
	Robin is very worried about potentially having to lay off several of her staff. She can't sleep well, her stomach is bothering her, and she snaps at her employees. She doesn't know what to do but won't talk with anyone about it. Robin is experiencing a ______ reaction to a challenge. 
 

	A. 
	relaxed change



	B. 
	defensive avoidance



	C. 
	panic



	D. 
	deciding to decide



	E. 
	heuristic


In panic, a manager is so frantic to get rid of the problem that he or she can't deal with the situation realistically. Troubled by anxiety, irritability, sleeplessness, and even physical illness, if you're experiencing this reaction, your judgment may be so clouded that you won't be able to accept help in dealing with the problem or to realistically evaluate the alternatives.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	110.
	In deciding to decide about a problem or opportunity, a manager should evaluate the importance of the situation, the credibility of the information, and 
 

	A. 
	the equitability of the outcomes.



	B. 
	the availability of heuristics.



	C. 
	the urgency of the situation.



	D. 
	the cost of the solution.



	E. 
	the ethics of making no change.


Three ways to help you decide whether to decide are to evaluate the following: 1. Importance: "How high priority is this situation?" 2. Credibility: "How believable is the information about the situation?" 3. Urgency: "How quickly must I act on the information about the situation?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	111.
	Casey has a simple rule that he follows when it comes to new hiring; if four or more of his staff are working 20% or more overtime, he hires another employee. Casey is using 
 

	A. 
	relaxed change.



	B. 
	heuristics.



	C. 
	the Delphi technique.



	D. 
	rational models.



	E. 
	brainwriting.


Heuristics are rules of thumb, or strategies that simplify the process of making decisions.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	112.
	Managers tend to give more weight to more recent behavior. This is due to the 
 

	A. 
	heuristic bias.



	B. 
	halo effect.



	C. 
	recency effect.



	D. 
	availability bias.



	E. 
	representativeness bias.


Managers tend to give more weight to more recent behavior. This is because of the availability bias, whereby managers use information readily available from memory to make judgments.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	113.
	As Janine prepares to perform Ian's performance review, she carefully reviews notes she made throughout the year, rather than relying just on what she remembers. Janine is attempting to avoid the ______ bias. 
 

	A. 
	sunk-cost



	B. 
	adjustment



	C. 
	representativeness



	D. 
	availability



	E. 
	escalation of commitment


Availability bias comes from managers using information readily available from memory to make judgments. Janine is reviewing her notes, not relying on her memory, to avoid availability bias.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	114.
	Meg hired a great candidate from UCLA who has a big career ahead, and every year since Meg insists on going on a recruiting visit to that campus. Meg is convinced that hiring from UCLA in the future will produce the same level of success. This is an example of a(n) 
 

	A. 
	heuristic bias.



	B. 
	professional effect.



	C. 
	anchoring effect.



	D. 
	availability bias.



	E. 
	representativeness bias.


Representativeness bias is the tendency to generalize from a small sample or a single event. The bias here is that just because something happens once, that doesn't mean it is representative, or that it will happen again or will happen to you.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	115.
	Angelina is interviewing for an open position since she recently let go an employee for excessive absenteeism. Though she thinks that Ivy is the best candidate for the job, she has small children, which seemed to be the source of the last employee's absenteeism. Angelina is reluctant to hire Ivy, which is a(n) ______ bias. 
 

	A. 
	anchoring and adjustment



	B. 
	confirmation



	C. 
	availability



	D. 
	representativeness



	E. 
	escalation of commitment


Representativeness bias is the tendency to generalize from a small sample or a single event. The bias here is that just because something happens once, that doesn't mean it is representative, or that it will happen again or will happen to you.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	116.
	When managers add up all the money already spent on a project and conclude it is too costly to simply abandon it, it is known as a(n) ________ bias. 
 

	A. 
	anchoring and adjustment



	B. 
	confirmation



	C. 
	availability



	D. 
	representativeness



	E. 
	sunk cost


The sunk-cost bias, or sunk-cost fallacy, is when managers add up all the money already spent on a project and conclude it is too costly to simply abandon it. Most people have an aversion to "wasting" money. Especially if large sums have already been spent, they may continue to push on with an iffy-looking project to justify the money already sunk into it.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	117.
	Managers at Thomas Canyon Credit Union have given employees raises year after year based on what they had given the year before, even though now their employees were quite underpaid compared to similar positions with other credit unions. This is an example of a(n) 
 

	A. 
	anchoring and adjustment bias.



	B. 
	escalation of commitment bias.



	C. 
	sunk-cost bias.



	D. 
	availability bias.



	E. 
	representativeness bias.


Managers will often give their employees a standard percentage raise in salary, even though the raise may be completely out of alignment with what other companies are paying for the same skills. This is an instance of the anchoring and adjustment bias, the tendency to make decisions based on an initial figure.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	118.
	Many investment advisors attribute their successful outcomes to skill, even when it is more likely luck, which is an example of which bias? 
 

	A. 
	Overconfidence.



	B. 
	Escalation of commitment bias.



	C. 
	Hindsight.



	D. 
	Availability.



	E. 
	Framing.


The overconfidence bias is the bias in which people's subjective confidence in their decision making is greater than their objective accuracy. For instance, with experienced investment advisors whose financial outcomes simply depended on luck, behavioral psychologist Daniel Kahneman found "the illusion of skill is not only an individual aberration; it is deeply ingrained in the culture of the industry."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	119.
	The tendency for decision-makers to be influenced by the way a situation or problem is presented to them is known as the ________ bias. 
 

	A. 
	overconfidence.



	B. 
	escalation of commitment bias.



	C. 
	hindsight.



	D. 
	availability.



	E. 
	framing.


The framing bias is the tendency of decision makers to be influenced by the way a situation or problem is presented to them. For instance, customers have been found to prefer meat that is framed as "85% lean meat" instead of "15% fat," although of course they are the same thing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 2 Medium
Topic: How to Overcome Barriers to Decision Making
 



	120.
	Having just spent $1,500 for a new engine for his old car, Danilo now learns his transmission needs to be replaced. He decides to junk the car now, rather than repair it. Danilo has avoided the __________ bias. 
 

	A. 
	anchoring and adjustment



	B. 
	confirmation



	C. 
	availability



	D. 
	representativeness



	E. 
	escalation of commitment


You need to be aware of the escalation of commitment bias, whereby decision makers increase their commitment to a project despite negative information about it.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	121.
	The idea that decision makers find the notion of an actual loss more painful than giving up the possibility of a gain is called 
 

	A. 
	a heuristic.



	B. 
	an availability bias.



	C. 
	a representativeness bias.



	D. 
	the prospect theory.



	E. 
	satisficing.


Scholars have advanced what is known as the prospect theory, which suggests that decision makers find the notion of an actual loss more painful than giving up the possibility of a gain. We see a variant of this in the tendency of investors to hold on to their losers but cash in their winners.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 1 Easy
Topic: How to Overcome Barriers to Decision Making
 



	122.
	Which of the following is an advantage of group decision making? 
 

	A. 
	Groupthink



	B. 
	Deeper commitment to the decision



	C. 
	Less thought required



	D. 
	A quicker decision



	E. 
	More flexibility in the final decision


Advantages of group decision making include (1) greater pool of knowledge, (2) different perspectives, (3) intellectual stimulation, (4) better understanding of decision rationale, (5) deeper commitment to the decision.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	123.
	Which of the following is a disadvantage of group decision making? 
 

	A. 
	Lower commitment to the decision



	B. 
	Lower levels of confidence in judgments



	C. 
	Different perspectives



	D. 
	Greater discomfort with the final decision



	E. 
	Satisficing


Disadvantages of group decision making include (1) groupthink, (2) satisficing, (3) goal displacement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	124.
	Spencer talked with Allie after their task force meeting, and they discovered that neither of them had been in favor of dropping some items from next year's budget, yet neither spoke up. Both wanted to be supportive of the group instead. This is an example of 
 

	A. 
	goal displacement.



	B. 
	satisficing.



	C. 
	groupthink.



	D. 
	heuristics.



	E. 
	self-selection.


Groupthink occurs when group members strive to agree for the sake of unanimity and thus avoid accurately assessing the decision situation. Here the positive team spirit of the group actually works against sound judgment.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 3 Hard
Topic: Group Decision Making: How to Work with Others
 



	125.
	The tendency of a group to settle on a decision that is "good enough" is called 
 

	A. 
	goal displacement.



	B. 
	satisficing.



	C. 
	groupthink.



	D. 
	heuristics.



	E. 
	pseudo-optimization.


Because most people would just as soon cut short a group meeting, the tendency is to seek a decision that is "good enough" rather than to push on in pursuit of other possible solutions. Satisficing can occur because groups have limited time, lack the right kind of information, or are unable to handle large amounts of information.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	126.
	Because Greg and Karen were having an argument about the order of their respective projects on the website, they were unable to work with the rest of the management team to come up with a staffing schedule. This is an example of what potential problem that occurs in groups? 
 

	A. 
	Goal displacement



	B. 
	Satisficing



	C. 
	Groupthink



	D. 
	Heuristics



	E. 
	Availability bias


Although the primary task of the meeting may be to solve a particular problem, other considerations may rise to the fore, such as rivals trying to win an argument. Goal displacement occurs when the primary goal is subsumed by a secondary goal.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 3 Hard
Topic: Group Decision Making: How to Work with Others
 



	127.
	The ______ a group is, the ______ the quality of the decision. 
 

	A. 
	more diverse; lower



	B. 
	larger; lower



	C. 
	more confident; higher



	D. 
	more knowledgeable; lower



	E. 
	more creative, lower


People who are familiar with one another tend to make better decisions when members have a lot of unique information. However, people who aren't familiar with one another tend to make better decisions when the members have common knowledge.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	128.
	Which of the following characteristics of groups may lead to groupthink? 
 

	A. 
	Too little information available to the group



	B. 
	Errors in the information available to the group



	C. 
	Overconfidence



	D. 
	Disagreements among the members



	E. 
	Diversity in the group


Groups are more confident about their judgments and choices than individuals are. This can be a liability because it can lead to groupthink.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	129.
	Anders has assembled a task force that is composed of people who don't know each other well. He should expect this group to make better decisions if 
 

	A. 
	it is a large group.



	B. 
	the members have common knowledge.



	C. 
	the group is very confident.



	D. 
	time pressure is high.



	E. 
	individuals have unique, specialized knowledge.


People who are familiar with one another tend to make better decisions when members have a lot of unique information. However, people who aren't familiar with one another tend to make better decisions when the members have common knowledge.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 3 Hard
Topic: Group Decision Making: How to Work with Others
 



	130.
	Which of the following statements about group decision making is true? 
 

	A. 
	Individuals are always better than groups in decision making.



	B. 
	Groups are always better than individuals in decision making.



	C. 
	Groups minimize satisficing.



	D. 
	Groups are faster at making decisions.



	E. 
	Managers should utilize groups for decision making on a selective basis.


Managers should use practical guidelines to determine if group decision making will be helpful. These guidelines recommend use of groups when it can increase quality, when it can increase acceptance, or when it can increase development (see Table 7.3).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	131.
	Which of the following is a practical guideline in determining whether to use group decision making? 
 

	A. 
	When it can encourage satisficing



	B. 
	When it can increase speed



	C. 
	When it can produce groupthink



	D. 
	When it can increase development



	E. 
	When a decision occurs infrequently


Managers should use practical guidelines to determine if group decision making will be helpful. These guidelines recommend use of groups when it can increase quality, when it can increase acceptance, or when it can increase development (see Table 7.3). If people can be developed through their participation, managers may want to involve those whose development is most important.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	132.
	The process of involving employees in setting goals, making decisions, solving problems, and making changes is called 
 

	A. 
	conjoint management.



	B. 
	escalation of commitment.



	C. 
	satisficing.



	D. 
	goal displacement.



	E. 
	participative management.


Participative management (PM) is the process of involving employees in (a) setting goals, (b) making decisions, (c) solving problems, and (d) making changes in the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	133.
	Research on the effects of participative management (PM) on employees' performance and satisfaction indicates that 
 

	A. 
	PM has no effect on either.



	B. 
	PM has a small positive effect on both.



	C. 
	PM has a large effect on satisfaction, but a small effect on performance.



	D. 
	PM has a large positive effect on both.



	E. 
	PM has a large effect on performance, but no significant effect on satisfaction.


It has been shown that although participation has a significant effect on job performance and job satisfaction, that effect is small.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	134.
	Which of the following is a factor that helps participative management work? 
 

	A. 
	Top management is occasionally involved.



	B. 
	Employees trust managers.



	C. 
	PM is implemented without interference from TQM.



	D. 
	Employees work in interdependent jobs.



	E. 
	Employees need more training.


Factors that can help make participative management work include (1) top management is continually involved, (2) middle and supervisory managers are supportive, (3) employees trust managers, (4) employees are ready, (5) employees don't work in interdependent jobs, (5) PM is implemented with TQM.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	135.
	Which of the following is NOT a rule for brainstorming suggested by IDEO? 
 

	A. 
	Go for quality over quantity.



	B. 
	Defer judgment.



	C. 
	Stay focused on the topic.



	D. 
	Encourage wild ideas.



	E. 
	Be visual.


The seven rules from brainstorming proposed by IDEO are: 1. Defer judgment. 2. Build on the ideas of others. 3. Encourage wild ideas. 4. Go for quantity over quality. 5. Be visual. 6. Stay focused on the topic. 7. One conversation at a time (see Table 7.5).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	136.
	_________ uses physically dispersed experts who fill out questionnaires to generate ideas and the judgments are combined into an expert consensus. 
 

	A. 
	Brainstorming



	B. 
	PM



	C. 
	TQM



	D. 
	Brainwriting



	E. 
	The Delphi technique


The Delphi technique is a group process that uses physically dispersed experts who fill out questionnaires to anonymously generate ideas; the judgments are combined and in effect averaged to achieve a consensus of expert opinion.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 1 Easy
Topic: Group Decision Making: How to Work with Others
 



	137.
	Cara was enthusiastic about the new decision technique being used at her office. Everyone gathered in a room with their computers and typed responses anonymously. These appeared on the screen in the front of the room. Cara felt comfortable participating fully even though she was new to the company, and by the great number of comments, it seemed that everyone else did, too. Cara participated in 
 

	A. 
	the Delphi technique.



	B. 
	collaborative management.



	C. 
	a group-driven computer-aided system.



	D. 
	a chauffeur-driven computer aided system.



	E. 
	brainstorming.


A group-driven computer-aided decision system involves a meeting within a room of participants who express their ideas anonymously on a computer network. Participants type their comments, reactions, or evaluations on their individual computer keyboards. The input is projected on a large screen at the front of the room for all to see. Because participation is anonymous and no one person is able to dominate the meeting on the basis of status or personality, everyone feels free to participate.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 3 Hard
Topic: Group Decision Making: How to Work with Others
 



	138.
	Which of the following is NOT one of the suggestions for decision making recommended by management consultant Odette Pollar? 
 

	A. 
	Decide in a timely fashion.



	B. 
	Don't agonize over minor decisions.



	C. 
	Separate outcome from process.



	D. 
	Never stop gathering facts.



	E. 
	When overwhelmed, narrow your choices.


Some ways Odette Pollar suggests making decision making easier: Decide in a timely fashion, don't agonize over minor decisions, separate outcome from process, learn when to stop gathering facts, and when overwhelmed, narrow your choices.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 


 



Essay Questions 
 
	139.
	Identify the steps of rational decision making. 
 

The steps are:

Identify the problem/opportunity.
Think up alternative solutions.
Evaluate the alternatives and make a decision.
Implement and evaluate the solution chosen.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	140.
	Identify the assumptions of the rational decision-making model. Do these hold true in most situations? 
 

The assumptions are:

1. There is complete information and no uncertainty.
2. Logical and unemotional analysis is possible.
3. The best decision for the organization will be chosen.

The assumptions may not hold true in most situations. According to the research by Herbert Simon, managers cannot truly act logically because of bounded rationality. Constraints include complexity, time, cognitive capacity, and imperfect or too much information, among others.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 2 Medium
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	141.
	What are a manager's options if the action she decided to take isn't working? Why should a manager resist the urge to "stick it out" when feedback is negative? 
 

If the action is not working, a manager should consider giving it more time, changing the decision or its implementation slightly, trying another alternative, or starting over. But a manager should recognize that "sticking it out" may reflect a sunk-cost or escalation of commitment bias.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-01 How do people know when they're being logical or illogical?
Level of Difficulty: 3 Hard
Topic: Two Kinds of Decision Making: Rational and Nonrational
 



	142.
	Explain evidence-based decision making. Name at least four of the seven implementation principles identified by Pfeffer and Sutton to help companies that are committed to evidence-based management. 
 

Evidence-based decision making means managers make decisions based on what actually works. They face the hard facts and use the best evidence to help navigate the competitive environment.

Pfeffer and Sutton identify seven implementation principles to help companies that are committed to using evidence-based management:

1. Treat your organization as an unfinished prototype.
2. No brag, just facts.
3. See yourself and your organization as outsiders do.
4. Evidence-based management is not just for senior executives.
5. Like everything else, you still need to sell it.
6. If all else fails, slow the spread of bad practice.
7. The best diagnostic question: what happens when people fail?


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	143.
	Give at least four reasons that it is difficult to use evidence-based decision making. 
 

Despite your best intentions, it's hard to bring the best evidence to bear on your decisions. Among the reasons: (1) There's too much evidence. (2) There's not enough good evidence. (3) The evidence doesn't quite apply. (4) People are trying to mislead you. (5) You are trying to mislead you. (6) The side effects outweigh the cure. (7) Stories are more persuasive, anyway.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-02 How can I improve my decision making using evidence-based management and business analytics?
Level of Difficulty: 2 Medium
Topic: Evidence-Based Decision Making and Analytics
 



	144.
	Identify the four general decision making styles. Explain the two primary characteristics which define each. 
 

1. Directive: People with a directive style have a low tolerance for ambiguity and are oriented toward task and technical concerns in making decisions.
2. Analytical: People with an analytical style have a high tolerance for ambiguity and are oriented toward task and technical concerns in making decisions.
3. Conceptual: People with a conceptual style have a high tolerance for ambiguity and are oriented toward people and social concerns in making decisions.
4. Behavioral: People with a behavioral style have a low tolerance for ambiguity and are oriented toward people and social concerns in making decisions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-03 How do I decide to decide?
Level of Difficulty: 2 Medium
Topic: Four General Decision-Making Styles
 



	145.
	In making decisions, ethical concerns need to be considered. Identify and explain how a decision tree would assist the manager in making ethical decisions. 
 

A decision tree is a graph of decisions and their possible consequences, and is used to help with ethical decision making. The manager would ask several questions: Is the proposed action legal? If yes, does the proposed action maximize shareholder value? If yes, is the proposed action ethical? If no, would it be ethical NOT to take the proposed action?


 
	AACSB: Ethics
Blooms: Understand
Learning Objective: 07-04 What guidelines can I follow to be sure that decisions I make are not just lawful but ethical?
Level of Difficulty: 2 Medium
Topic: Making Ethical Decisions
 



	146.
	Describe at least five of the nine common decision-making biases, and give an example of each. 
 

The student should define each and give an example of each that fits the definition.

1. Availability bias—using only the information easily available. For example, because of the efforts of interest groups or celebrities, more news coverage may be given to AIDS or to breast cancer than to heart disease, leading people to think the former are the bigger killers when in fact the latter is.
2. Confirmation bias—seeking information to support one's point of view. For example, a manager looks only for data that supports his recent customer service strategy, rather than information that is counter to it.
3. Representativeness bias—faulty generalization from a small sample or single event. For example, if you hired an extraordinary sales representative from a particular university, that doesn't mean that same university will provide an equally qualified candidate next time.
4. Sunk cost bias—money already spent seems to justify continuing. The sunk-cost bias is sometimes called the "Concorde" effect, referring to the fact that the French and British governments continued to invest in the Concorde supersonic jetliner even when it was evident there was no economic justification for the aircraft.
5. Anchoring and adjustment bias—being influenced by an initial figure. It is sometimes seen in real estate sales. Before the crash in the real estate markets, many homeowners might have been inclined at first to list their houses at an extremely high (but perhaps randomly chosen) selling price. These sellers were then unwilling later to come down substantially to match offers that reflected what the marketplace thought the house was really worth.
6. The overconfidence bias—people's subjective confidence in their decision making is greater than their objective accuracy. For instance, with experienced investment advisors whose financial outcomes simply depended on luck, "the illusion of skill is not only an individual aberration; it is deeply ingrained in the culture of the industry."
7. The hindsight bias—the tendency of people to view events as being more predictable than they really are, as when at the end of watching a game we decide the outcome was obvious and predictable, even though in fact it was not.
8. The framing bias—shaping how a problem is presented The framing bias is the tendency of decision makers to be influenced by the way a situation or problem is presented to them. For instance, customers have been found to prefer meat that is framed as "85% lean meat" instead of "15% fat," although, of course, they are the same thing.
9. Escalation of commitment bias—increasing commitment to a project despite negative feedback about it. A website called Swoopo.com capitalizes on this bias by offering a penny auction in which, say, a $1,500 laptop is offered for bidding starting at a penny and going up one cent at a time but it costs bidders 60 cents to make a bid. "Once people are trapped into playing," suggests one account about this form of bias, "they have a hard time stopping."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 07-05 Trying to be rational isn't always easy. What are the barriers?
Level of Difficulty: 3 Hard
Topic: How to Overcome Barriers to Decision Making
 



	147.
	Identify the advantages and disadvantages of group decision making. 
 

Advantages include: greater pool of knowledge, different perspectives, intellectual stimulation, better understanding of decision rationale by participants, and deeper commitment to the decision by participants.

Disadvantages include: risks of a few people dominating, groupthink, satisficing, goal displacement, slower decisions, and overconfidence.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 



	148.
	Describe participative management, and give at least four factors that help make participative management work. 
 

Participative management (PM) is the process of involving employees in (a) setting goals, (b) making decisions, (c) solving problems, and (d) making changes in the organization.

Some factors that help make PM work are:

1. Top management is continually involved: Implementing PM must be monitored and managed by top management.
2. Middle and supervisory managers are supportive: These managers tend to resist PM because it reduces their authority. Thus, it's important to gain the support and commitment of managers in these ranks.
3. Employees trust managers: PM is unlikely to succeed when employees don't trust management.
4. Employees are ready: PM is more effective when employees are properly trained, prepared, and interested in participating.
5. Employees don't work in interdependent jobs: Interdependent employees generally don't have a broad understanding of the entire production process, so their PM contribution may actually be counterproductive.
6. PM is implemented with TQM: A study of Fortune 1000 firms during three different years found employee involvement was more effective when it was implemented as part of a broader total quality management (TQM) program.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 07-06 How do I work with others to make things happen?
Level of Difficulty: 2 Medium
Topic: Group Decision Making: How to Work with Others
 









Chapter 08 Organizational Culture, Structure, & Design: Building Blocks of the Organization Answer Key


 

True / False Questions
 
	1.
	If your boss asked you to take care of a task, productivity expert Odette Pollar says it is still OK to delegate it. 
 
FALSE
Odette Pollar recommends that you don't delegate special tasks that your boss asked you to do, unless you have his or her permission.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	2.
	Confidential matters and issues involving discipline cannot be effectively delegated. 
 
TRUE
Odette Pollar believes that any tasks that are confidential or that involve the evaluation, discipline, or counseling of subordinates should never be handed off to someone else.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	3.
	Corporate culture is as also known as organizational structure. 
 
FALSE
Organizational culture, also called corporate culture, is a system of shared beliefs and values that develops within an organization and guides the behavior of its members. Organizational structure is a formal system of task and reporting relationships that coordinate and motivates an organization's members so that they can work together to achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	4.
	The "social glue" that binds customers to a particular firm is called organizational culture. 
 
FALSE
Organizational culture, sometimes called corporate culture, is a system of shared beliefs and values that develops within an organization and guides the behavior of its members. This is the "social glue" that binds members of the organization together.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	5.
	Organizational culture can vary widely across organizations on dimensions of treatment of employees, teamwork, and risk taking. 
 
TRUE
Culture can vary considerably, with different organizations having differing emphases on risk taking, treatment of employees, teamwork, rules and regulations, conflict and criticism, and rewards.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	6.
	A formal system of task and reporting relationships that coordinate and motivate an organization's members is known as an organizational configuration. 
 
FALSE
Organizational structure is a formal system of task and reporting relationships that coordinate and motivates an organization's members so that they can work together to achieve the organization's goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	7.
	A clan culture has an external focus and values flexibility rather than stability and control. 
 
FALSE
A clan culture has an internal focus and values flexibility rather than stability and control (see Figure 8.2).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	8.
	An adhocracy culture attempts to create innovative products by being adaptive, creative, and quick to respond to the environment. 
 
TRUE
An adhocracy culture has an external focus and values flexibility. This type of culture attempts to create innovative products by being adaptable, creative, and quick to respond to changes in the marketplace.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	9.
	A market culture has a strong external focus and values stability and control. 
 
TRUE
A market culture has a strong external focus and values stability and control.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	10.
	When Pfizer Pharmaceuticals manages failure and disappointment and helps drug researchers live for the small victories in discovering new drugs for various diseases, it is focusing on the adhocracy aspects of its culture. 
 
TRUE
An adhocracy culture has an external focus and values flexibility. This type of culture attempts to create innovative products (new drugs) by being adaptable, creative, and quick to respond to changes in the marketplace. Employees are encouraged to take risks and experiment with new ways of getting things done (drug research).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 3 Hard
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	11.
	A company with a formalized, structured work environment aimed at achieving efficiency, timeliness, and reliability in the creation and delivery of products has a clan culture. 
 
FALSE
Hierarchy culture has an internal focus and values stability and control over flexibility. Companies with this kind of culture are apt to have a formalized, structured work environment aimed at achieving effectiveness through a variety of control mechanisms that measure efficiency, timeliness, and reliability in the creation and delivery of products.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	12.
	Organizational culture appears as three layers: observable artifacts, token values, and foundational beliefs. 
 
FALSE
Organizational culture appears as three layers: (1) observable artifacts, (2) espoused values, and (3) basic assumptions.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	13.
	In an organization, culture exists on both visible and unobservable levels. 
 
TRUE
At the most visible level, organizational culture is expressed in observable artifacts, like manner of dress, awards, stories, and ceremonies; basic assumptions, which are not observable, represent the core values of an organization's culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	14.
	Allowing business-casual dress in the workplace is an example of the espoused values portion of organizational culture. 
 
FALSE
Observable artifacts include business-casual dress on weekdays and jeans on Fridays.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	15.
	Espoused values represent the values and norms actually exhibited in the organization. 
 
FALSE
Enacted values represent the values and norms actually exhibited in the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	16.
	An organization's basic assumptions are difficult to change. 
 
TRUE
Basic assumptions, which are not observable, represent the core values of an organization's culture that are taken for granted and, as a result, are difficult to change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	17.
	For IKEA, whose vision is "to create a better life for the many," the inexpensive LACK side table would be considered a symbol. 
 
TRUE
A symbol is an object, act, quality, or event that conveys meaning to others. In an organization, symbols convey its most important values. Example: One of the most iconic products of IKEA, maker of inexpensive home furnishings, whose vision is "to create a better life for the many," is the LACK table, a 22-inch by 22-inch side table that sells for only $9.99.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	18.
	A ritual is a narrative based on true events, which is repeated and sometimes embellished upon to emphasize a particular value of an organization. 
 
FALSE
A story is a narrative based on true events, which is repeated and sometimes embellished upon to emphasize a particular value. Stories are oral histories that are told and retold by members about incidents in the organization's history.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	19.
	A hero is a person whose accomplishments embody the values of the organization. 
 
TRUE
A hero is a person whose accomplishments embody the values of the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	20.
	When the National Football League annually presents the winners of the Super Bowl with rings in a ceremony, it is an example of a ritual. 
 
TRUE
Rites and rituals are the activities and ceremonies, planned and unplanned, that celebrate important occasions and accomplishments in the organization's life. Military units and sports teams have long known the value of ceremonies handing out decorations and awards, but many companies have rites and rituals as well.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 3 Hard
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	21.
	The pink Cadillac that Mary Kay presents to the best salespeople of its cosmetic line is an example of an emblem. 
 
FALSE
A symbol is an object, act, quality, or event that conveys meaning to others. The pink Cadillac conveys excellence in personal selling in the Mary Kay organization.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 3 Hard
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	22.
	Research shows that organizations with market cultures report higher profits and financial growth. 
 
TRUE
A recent study summarized 25 years of research on the relationship between organizational culture and various measures of organizational effectiveness. Results revealed that organizations with market cultures reported higher profits and financial growth.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	23.
	A good organizational culture can facilitate a low turnover rate. 
 
TRUE
Organizational culture facilitates collective commitment. Consider 3M, one of whose corporate values is to be "a company that employees are proud to be part of." This collective commitment results in a turnover rate of less than 3% among salaried personnel.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	24.
	Sometimes an organizational structure can be strong enough to take the place of organizational culture. 
 
FALSE
Sometimes culture can be strong enough to take the place of structure; that is, the expectations of the culture replace formal rules and regulations. In these cases, the sense of orderliness and predictability that employees look to for guidance are provided by the culture rather than by a rule book.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	25.
	When employees are forced to adhere to an organization's values through extensive procedures and bureaucracies, its culture is said to be weak. 
 
TRUE
A culture is said to be "weak" when employees are forced to adhere to the organization's values through extensive procedures and bureaucracies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 2 Medium
Topic: Developing High-Performance Cultures
 



	26.
	The fit perspective assumes that the most effective cultures help organizations anticipate and adapt to environmental changes. 
 
FALSE
The fit perspective assumes that an organization's culture must align, or fit, with its business or strategic context. The adaptive perspective assumes that the most effective cultures help organizations anticipate and adapt to environmental changes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 1 Easy
Topic: Developing High-Performance Cultures
 



	27.
	An investigation of companies with different organizational cultures showed that long-term financial performance was highest for those with an adaptive culture. 
 
TRUE
An investigation of 207 companies from 22 industries during the years 1977-1988 partly supported the strength and fit perspectives. However, findings were completely consistent with the adaptive perspective. Long-term financial performance was highest for organizations with an adaptive culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 2 Medium
Topic: Developing High-Performance Cultures
 



	28.
	Business founders and subsequent managers primarily use power and coercion to embed the culture into the organization. 
 
FALSE
There are 11 ways that organizational members teach to one another the values, beliefs, expectations, behaviors, and business philosophy that constitute the organization's culture. They include formal statements, slogans and sayings, stories, reactions to crisis, role modeling, organizational structure, and the like.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 2 Medium
Topic: Developing High-Performance Cultures
 



	29.
	Danilo opened a new restaurant in Phoenix called El Barrancón. He wanted to be sure a culture of service and excellence was embedded in his new organization so he posted the values of the organization in the kitchen and in the dining room. Danilo is teaching his organization the culture through this action. 
 
TRUE
There are 11 ways that organizational members teach to one another the values, beliefs, expectations, behaviors, and business philosophy that constitute the organization's culture. One is making a formal statement of the organization's values as Danilo did.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 3 Hard
Topic: Developing High-Performance Cultures
 



	30.
	Sharing stories, legends, or myths are good ways to develop an organizational structure. 
 
FALSE
There are 11 ways that organizational members teach to one another the values, beliefs, expectations, behaviors, and business philosophy that constitute the organization's culture. One is through sharing stories, legends, and myths.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 2 Medium
Topic: Developing High-Performance Cultures
 



	31.
	The type of training provided to new hires and the frequency of performance evaluations contribute to their understanding of the organization's culture. 
 
TRUE
There are 11 ways that organizational members teach to one another the values, beliefs, expectations, behaviors, and business philosophy that constitute the organization's culture. One is through role modeling, training, and coaching.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 2 Medium
Topic: Developing High-Performance Cultures
 



	32.
	By definition, an organization can be composed of as few as two people. 
 
TRUE
According to Chester I. Barnard's classic definition, an organization is a system of consciously coordinated activities or forces of two or more people.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 1 Easy
Topic: Organizational Structure
 



	33.
	The Red Cross is an example of a mutual-benefit organization. 
 
FALSE
Mutual-benefit organizations are voluntary collectives whose purpose is to advance members' interests (examples: unions, trade associations). Nonprofit organizations are formed to offer services to some clients, not to make a profit (examples: hospitals, colleges).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 3 Hard
Topic: Organizational Structure
 



	34.
	Only for-profit organizations can be meaningfully represented by an organization chart. 
 
FALSE
Whatever the size or type of organization, it can be represented in an organization chart.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 2 Medium
Topic: Organizational Structure
 



	35.
	An organization chart typically takes on a family-treelike pattern, with many boxes and lines showing official positions and reporting relationships. 
 
TRUE
An organization chart is a box-and-lines illustration showing the formal lines of authority and the organization's official positions or work specializations. This is the family-treelike pattern of boxes and lines posted on workplace walls and given to new hires (see Figure 8.4).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 2 Medium
Topic: Organizational Structure
 



	36.
	The hierarchy of authority, or who reports to whom, is shown with horizontal lines on an organization chart. 
 
FALSE
Two kinds of information that organization charts reveal about organizational structure are (1) the vertical hierarchy of authority, or who reports to whom, and (2) the horizontal specialization, or who specializes in what work.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 1 Easy
Topic: Organizational Structure
 



	37.
	A formal vertical hierarchy shows a company's most typical channels of communication. 
 
TRUE
A formal vertical hierarchy shows the official communication network—who talks to whom. In a simple two-person organization, the owner might communicate with just a secretary or an assistant. In a complex organization, the president talks principally to the vice presidents, who in turn talk to the assistant vice presidents, and so on.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 2 Medium
Topic: Organizational Structure
 



	38.
	Horizontally on an organizational chart are the various companies outside of the firm, such as suppliers and distributors. 
 
FALSE
A glance to the left and right on the line of an organization chart shows the horizontal specialization, the different jobs or work specialization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 2 Medium
Topic: Organizational Structure
 



	39.
	As you are promoted to higher levels in an organization, you may have to actively resist isolation. 
 
TRUE
If you're promoted beyond supervisor of a small team and you have to manage hundreds or thousands, you may find the biggest surprise is isolation. Resist it by talking daily with senior managers and employing "management by walking around."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 2 Medium
Topic: Organizational Structure
 



	40.
	The division of labor means that an employee should report to no more than one manager. 
 
FALSE
Division of labor, also known as work specialization, is the arrangement of having discrete parts of a task done by different people. Unity of command is the idea that an employee should report to no more than one manager in order to avoid conflicting priorities and demands.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 1 Easy
Topic: The Major Elements of an Organization
 



	41.
	Hierarchy of authority is also referred to as the chain of command. 
 
TRUE
The hierarchy of authority, or chain of command, is a control mechanism for making sure the right people do the right things at the right time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 1 Easy
Topic: The Major Elements of an Organization
 



	42.
	An organization is said to be flat when there are only a few levels with wide spans of control. 
 
TRUE
An organization is said to be flat when there are only a few levels with wide spans of control.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 2 Medium
Topic: The Major Elements of an Organization
 



	43.
	Power refers to the rights inherent in a managerial position to make decisions, give orders, and utilize resources. 
 
FALSE
Authority refers to the rights inherent in a managerial position to make decisions, give orders, and utilize resources. (Authority is distinguished from power, which is the extent to which a person is able to influence others so they respond to orders.)


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 1 Easy
Topic: The Major Elements of an Organization
 



	44.
	Director of accounting is an example of a staff position. 
 
FALSE
Line managers have authority to make decisions and usually have people reporting to them, an example of which is a director of operations. Staff personnel have authority functions; they provide advice, recommendations, and research to line managers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 2 Medium
Topic: The Major Elements of an Organization
 



	45.
	Staff personnel have authority functions in that they provide advice, recommendations, and research to line managers. 
 
TRUE
Staff personnel have authority functions; they provide advice, recommendations, and research to line managers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 1 Easy
Topic: The Major Elements of an Organization
 



	46.
	An advantage in using centralized authority is that there is less duplication of work, because fewer employees perform the same task. 
 
TRUE
An advantage in using centralized authority is that there is less duplication of work, because fewer employees perform the same task; rather, the task is often performed by a department of specialists.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 2 Medium
Topic: The Major Elements of an Organization
 



	47.
	One advantage of decentralized organizations is that procedures are uniform and thus easier to control. 
 
FALSE
An advantage of centralization, rather than decentralization, is that procedures are uniform and thus easier to control; all purchasing, for example, may have to be put out to competitive bids.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 2 Medium
Topic: The Major Elements of an Organization
 



	48.
	The functional structure is the most typical type for small firms. 
 
FALSE
The simple structure is the form for small firms, often found in a firm's very early, entrepreneurial stages, when the organization is apt to reflect the desires and personality of the owner or founder. An organization with a simple structure has authority centralized in a single person, a flat hierarchy, few rules, and low work specialization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 2 Medium
Topic: Basic Types of Organizational Structures
 



	49.
	An organization with different groupings of people based on its products, customers, or geographic regions has a functional structure. 
 
FALSE
In a divisional structure, people with diverse occupational specialties are put together in formal groups by similar products, customers or clients, or geographic regions (see Figure 8.8).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 1 Easy
Topic: Basic Types of Organizational Structures
 



	50.
	Ford Motor Co. has what is known as a divisional structure because it has different divisions for passenger car dealers, large trucking customers, and farm products customers. 
 
TRUE
In a divisional structure, people with diverse occupational specialties are put together in formal groups by similar products or services, customers or clients (as in the case of Ford), or geographic regions (see Figure 8.8).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 2 Medium
Topic: Basic Types of Organizational Structures
 



	51.
	If a marketing person reports to both the vice president of marketing and also to the project manager for the Ford Mustang, she works in a network organization. 
 
FALSE
In a matrix structure, an organization combines functional and divisional chains of command in a grid so that there are two command structures: vertical and horizontal. Thus, a marketing person might report to both the vice president of marketing and to the project manager for the Ford Mustang.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 2 Medium
Topic: Basic Types of Organizational Structures
 



	52.
	A functionally organized company can also use cross-functional teams to work on particular problems. 
 
TRUE
When managers from different functional divisions are brought together in cross-functional teams to solve particular problems, the barriers between the divisions break down. The focus on narrow divisional interests yields to a common interest in solving the problems that brought them together.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 2 Medium
Topic: Basic Types of Organizational Structures
 



	53.
	A hollow structure is often called a network structure. 
 
TRUE
In the hollow structure, often called the network structure, the organization has a central core of key functions and outsources other functions to vendors who can do them cheaper or faster (see Figure 8.11).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 1 Easy
Topic: Basic Types of Organizational Structures
 



	54.
	Bombardier builds eight-passenger business jets from 12 separately sourced portions which can be put together in four days. This firm has a modular organizational structure. 
 
TRUE
In a modular structure, a firm assembles product chunks, or modules, provided by outside contractors. Bombardier builds jets from modules made throughout the world and thus has a modular organization structure.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 2 Medium
Topic: Basic Types of Organizational Structures
 



	55.
	The process of fitting the organization to its environment is called incidental design. 
 
FALSE
The process of fitting the organization to its environment is called contingency design.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	56.
	The founder of McDonald's, Ray Kroc, intended that a Big Mac should taste the same anywhere, and accordingly, the company has many specific procedures, making it a mechanistic organization. 
 
TRUE
In a mechanistic organization, authority is centralized, tasks and rules are clearly specified, and employees are closely supervised. Mechanistic organizations, then, are bureaucratic, with rigid rules and top-down communication. This kind of structure is effective at McDonald's because the market demands uniform product quality, cleanliness, and fast service.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	57.
	Companies that must respond to fast-changing customer tastes often favor a mechanistic structure to an organic one. 
 
FALSE
In a mechanistic organization, authority is centralized, tasks and rules are clearly specified, and employees are closely supervised. In an organic organization, authority is decentralized, there are fewer rules and procedures, and networks of employees are encouraged to cooperate and respond quickly to unexpected tasks. This latter structure is favored by companies that need to respond to fast-changing consumer tastes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	58.
	Lawrence and Lorsch's term for the tendency of an organization's parts to disperse and fragment is dissolution. 
 
FALSE
Differentiation is the tendency of the parts of an organization to disperse and fragment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	59.
	Integration is the tendency of the parts of an organization to draw together to achieve a common purpose. 
 
TRUE
Integration is the tendency of the parts of an organization to draw together to achieve a common purpose.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	60.
	The four stages of organization life cycle include birth, growth, stability, and maturity. 
 
FALSE
The four-stage organizational life cycle has a natural sequence of stages: birth, youth, midlife, and maturity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	61.
	In general, organizations become more bureaucratic over their lifetimes. 
 
TRUE
In general, as an organization moves through the life-cycle stages, it becomes not only larger but also more mechanistic, specialized, decentralized, and bureaucratic.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	62.
	The first stage of in an organization's life cycle is known as the creation stage. 
 
FALSE
The birth stage is the nonbureaucratic stage, the stage in which the organization is created.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 


 

 

 

 

 

 

 

Multiple Choice Questions
 
	63.
	According to productivity expert Odette Pollar, which of the following should a manager delegate? 
 

	A. 
	Emergencies.



	B. 
	Tasks that challenge subordinates.



	C. 
	Special tasks your boss has asked you to do.



	D. 
	Personnel matters.



	E. 
	Confidential matters.


Odette Pollar recommends that you delegate tasks that help your subordinates grow. Let your employees solve their own problems whenever possible. Let them try new things so they will grow in their jobs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	64.
	Which of the following is a good reason to avoid delegating tasks? 
 

	A. 
	A wish to keep subordinates from taking risks.



	B. 
	To avoid making subordinates deal with a difficult client.



	C. 
	A desire to keep an enjoyable part of the job.



	D. 
	A fear that sensitive personnel matters will not be kept private.



	E. 
	A concern that subordinates could do a better job.


Odette Pollar recommends that you don't delegate confidential and personnel matters: Any tasks that are confidential or that involve the evaluation, discipline, or counseling of subordinates should never be handed off to someone else.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	65.
	Which of the following is not a description of organizational culture? 
 

	A. 
	A system of shared beliefs and values.



	B. 
	"Social glue" binding members together.



	C. 
	A system of reporting relationships.



	D. 
	An organization's personality.



	E. 
	A system that guides the behavior of organizational members.


Organizational culture, or corporate culture, is a system of shared beliefs and values that develops within an organization and guides the behavior of its members. This is the "social glue" that binds members together. Just as a human being has a personality, such as fun-loving, warm, uptight, competitive, so an organization has a "personality," too, and that is its culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	66.
	The competing values framework classifies organizational cultures into which of the following? 
 

	A. 
	Stable, flexible, and laddered cultures.



	B. 
	Observable, flexible, competitive, and driven cultures.



	C. 
	Symbolic, heroic, and basic cultures.



	D. 
	Clan, adhocracy, market, and hierarchy cultures.



	E. 
	Observable, espoused, and core cultures.


According to the competing values framework, organizational cultures can be classified into four types: (1) clan, (2) adhocracy, (3) market, and (4) hierarchy (see Figure 8.2).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	67.
	Which type of culture has an internal focus and values stability and control over flexibility? 
 

	A. 
	Clan



	B. 
	Adhocracy



	C. 
	Market



	D. 
	Classical



	E. 
	Hierarchy


A hierarchy culture has an internal focus and values stability and control over flexibility.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	68.
	Kia Motors takes a very aggressive stance to fire executives who don't meet sales goals, which makes the company an example of a(n) ______ culture. 
 

	A. 
	clan



	B. 
	target-driven



	C. 
	adhocracy



	D. 
	market



	E. 
	hierarchy


A market culture has a strong external focus and values stability and control. Kia Motors, which fires executives who don't meet their sales goals, is an example of a company with a very aggressive and competitive market culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	69.
	Turnbull Software is a medium-sized but growing company that works diligently to create a supportive and familylike atmosphere for its employees. It provides superior benefits and involves employees in decisions large and small. Turnbull has a(n) ______ culture. 
 

	A. 
	clan



	B. 
	adhocracy



	C. 
	market



	D. 
	hierarchy



	E. 
	espoused


A clan culture has an internal focus and values flexibility rather than stability and control. Like a family-type organization, it encourages collaboration among employees, striving to encourage cohesion through consensus and job satisfaction and to increase commitment through employee involvement.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 3 Hard
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	70.
	Digital Globe is a technology company that provides advanced, high-resolution satellite pictures of the earth, digitalized for electronic use. As the military, governments, and others demand clear pictures, Digital Globe provides them immediately with its innovative and responsive products. Digital Globe is most likely an example of a(n) ______ culture. 
 

	A. 
	inventive



	B. 
	clan



	C. 
	adhocracy



	D. 
	market



	E. 
	hierarchy


An adhocracy culture has an external focus and values flexibility. This type of culture attempts to create innovative products by being adaptable, creative, and quick to respond to changes in the marketplace. Adhocracy cultures are well suited for companies in industries undergoing constant change.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 3 Hard
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	71.
	Hard-working people at insurance giant AIG joked that "thank heavens it's Friday because that means there are only two more working days until Monday." This is characteristic of which layer of organizational culture? 
 

	A. 
	Enacted norms



	B. 
	Invisible artifacts



	C. 
	Symbolic culture



	D. 
	Heroic mores



	E. 
	Basic assumptions


Basic assumptions, which are not observable, represent the core values of an organization's culture. They are those that are taken for granted and, as a result, are difficult to change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	72.
	Which of the following is an example of an observable artifact of organizational culture? 
 

	A. 
	Mission statements



	B. 
	Awards ceremonies



	C. 
	Basic assumptions



	D. 
	Codes of ethics



	E. 
	Core beliefs


At the most visible level, organizational culture is expressed in observable artifacts, which are physical manifestations such as manner of dress, awards, myths and stories about the company, rituals and ceremonies, and decorations, as well as visible behavior exhibited by managers and employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	73.
	______ values are the explicitly stated values and norms preferred by an organization. 
 

	A. 
	Espoused



	B. 
	Inherent



	C. 
	Enacted



	D. 
	Expressed



	E. 
	Internalized


Espoused values are the explicitly stated values and norms preferred by an organization, as may be put forth by the firm's founder or top managers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 1 Easy
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	74.
	Although managers may wish to affect employees with explicitly stated values, they are frequently more influenced by ______ ones. 
 

	A. 
	subversive



	B. 
	expressed



	C. 
	espoused



	D. 
	adopted



	E. 
	enacted


Although managers may hope the values they espouse will directly influence employee behavior, employees don't always "walk the talk," frequently being more influenced by enacted values, which represent the values and norms actually exhibited in the organization.
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	75.
	Which of the following is not a device through which culture is typically transmitted to employees? 
 

	A. 
	Symbols



	B. 
	Stories



	C. 
	Strategic plan



	D. 
	Heroes



	E. 
	Rites and rituals


Culture is transmitted to employees in several ways, most often through such devices as (1) symbols, (2) stories, (3) heroes, and (4) rites and rituals.
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	76.
	One of the typical devices for transmitting culture, a(n) ______ is an object, act, quality, or event that conveys meaning to others. 
 

	A. 
	icon



	B. 
	symbol



	C. 
	sign



	D. 
	representation



	E. 
	ritual


A symbol is an object, act, quality, or event that conveys meaning to others. In an organization, symbols convey its most important values.
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	77.
	Southwest Airlines employees all know about when CEO Herb Kelleher visited one of the airline's hangars in the middle of the night in a dress with a purple boa—just to liven things up. In fact, this is part of Southwest's history. This is an example of using a ________ to impart organizational culture. 
 

	A. 
	myth



	B. 
	story



	C. 
	ritual



	D. 
	rite



	E. 
	value


A story is a narrative based on true events, which is repeated to emphasize a particular value. Stories are oral histories that are told and retold by members about incidents in the organization's history.
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	78.
	A Ritz-Carlton beach attendant who surprised a couple with flowers, candles, and champagne for the man's proposal was able to transmit the culture of the luxury hotel to other employees, so he would be considered a 
 

	A. 
	champion.



	B. 
	key employee.



	C. 
	potential manager.



	D. 
	hero.



	E. 
	superior.


A hero is a person whose accomplishments embody the values of the organization. The accomplishments of heroes, past and present, are put forth to motivate other employees to do the right thing. The Ritz-Carlton beach attendant is an example of one such hero.
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	79.
	The activities and ceremonies, planned and unplanned, that celebrate important occasions and accomplishments in the organization's life are known as 
 

	A. 
	myths.



	B. 
	stories.



	C. 
	conventions.



	D. 
	rites and rituals.



	E. 
	values.


Rites and rituals are the activities and ceremonies, planned and unplanned, that celebrate important occasions and accomplishments in the organization's life.
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	80.
	Among the functions of organizational ________ are that it gives members an organizational identity and it promotes social-system stability. 
 

	A. 
	design



	B. 
	structure



	C. 
	life cycle



	D. 
	charting



	E. 
	culture


Organizational identity and social-system security are among the four functions of organizational culture (see Figure 8.3).
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	81.
	Among the organizational cultures thought to enhance business performance, the ______ perspective assumes that the strength of a corporate culture is related to a firm's long-term financial performance. 
 

	A. 
	market



	B. 
	strength



	C. 
	fit



	D. 
	objective



	E. 
	adaptive


The strength perspective assumes that the strength of a corporate culture is related to a firm's long-term financial performance.
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	82.
	In which type of culture do employees adhere to the organization's values because they believe in its purpose? 
 

	A. 
	Fit



	B. 
	Strategic



	C. 
	Conditional



	D. 
	Adaptive



	E. 
	Strong


A culture is said to be "strong" when employees adhere to the organization's values because they believe in its purpose. Strong cultures are believed to create goal alignment, employee motivation, and the appropriate structure and controls needed to improve organizational performance.
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	83.
	The "HP Way" at Hewlett-Packard fostered a culture of integrity, teamwork, and innovation that complemented the high-technology industry of the time. This is an example of which perspective? 
 

	A. 
	Strength perspective



	B. 
	Fit perspective



	C. 
	Match perspective



	D. 
	Conditional perspective



	E. 
	Adaptive perspective


Hewlett-Packard's "HP Way" culture from 1957 to the early 1990s pushed authority as far down as possible in the organization and created an environment that emphasized integrity, respect for individuals, teamwork, innovation, and an emphasis on customers and community improvement. This fit perspective was a key contributor to HP's success.
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	84.
	What cultural perspective assumes that the most effective cultures help organizations anticipate and adapt to environmental changes? 
 

	A. 
	Strength perspective



	B. 
	Fit perspective



	C. 
	Adjustment perspective



	D. 
	Conditional perspective



	E. 
	Adaptive perspective


The adaptive perspective assumes that the most effective cultures help organizations anticipate and adapt to environmental changes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 1 Easy
Topic: Developing High-Performance Cultures
 



	85.
	Which of the following cultural perspectives leads to the highest long-term financial performance? 
 

	A. 
	Adaptive perspective



	B. 
	Fit perspective



	C. 
	Market perspective



	D. 
	Conditional perspective



	E. 
	Strength perspective


An investigation of 207 companies from 22 industries from 1977 to 1988 partly supported the strength and fit perspectives. However, findings were completely consistent with the adaptive perspective. Long-term financial performance was highest for organizations with an adaptive culture.
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	86.
	Which of the following is the way culture becomes embedded in an organization? 
 

	A. 
	Writing a strategic plan.



	B. 
	Performing competitive analysis.



	C. 
	Using a teaching process.



	D. 
	Conducting formal market research.



	E. 
	Following legal requirements.


Changing organizational culture is a teaching process in which organizational members teach each other about the organization's preferred values, beliefs, expectations, and behaviors.
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	87.
	Which of the following is not one of the mechanisms used to embed culture into an organization? 
 

	A. 
	Slogans or sayings.



	B. 
	Accounting practices.



	C. 
	Leader reactions to crisis.



	D. 
	Titles or bonuses.



	E. 
	Organizational structure.


There are 11 mechanisms used to embed culture; among them are slogans and sayings, leader reactions to crisis, rewards like titles and bonuses, and organizational structure.
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	88.
	Hiromi started a new job with a growing consulting firm and was surprised to find that most employees had no job titles. A coworker explained that the founders wanted to create a level playing field, allowing motivated employees to seek leadership roles on a project-by-project basis. No job titles, here, is an example of 
 

	A. 
	stabilizing structure.



	B. 
	measuring activities.



	C. 
	increasing accountability.



	D. 
	embedding culture.



	E. 
	reinforcing hierarchy.


There are 11 mechanisms used to embed culture; among them are provisions for rewards, titles, promotions, and bonuses.
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	89.
	A system of consciously coordinated activities or forces of two or more people is known as a(n) 
 

	A. 
	operation.



	B. 
	culture.



	C. 
	organization.



	D. 
	structure.



	E. 
	adhocracy.


According to Chester I. Barnard's classic definition, an organization is a system of consciously coordinated activities or forces of two or more people. By this definition, a crew of two coordinating their activities to operate a commercial tuna fishing boat is just as much an organization as the entire StarKist Tuna Co.
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	90.
	Which of the following is an example of a nonprofit organization? 
 

	A. 
	The Humane Society



	B. 
	American Medical Association



	C. 
	The Democratic party



	D. 
	State Farm Insurance



	E. 
	Teamsters Union


A nonprofit organization is formed to offer services to some clients, as the Humane Society does, not to make a profit.
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	91.
	Goodwill Industries, a charity that provides training and employment services to the disabled, is which type of organization? 
 

	A. 
	Clan



	B. 
	For-profit



	C. 
	Mutual-benefit



	D. 
	Nonprofit



	E. 
	Market


A nonprofit organization is formed to offer services to some clients, as the Humane Society does, not to make a profit.
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	92.
	Which of the following can be classified as a mutual-benefit organization? 
 

	A. 
	Trade association



	B. 
	Hospital



	C. 
	Financial company



	D. 
	Retail company



	E. 
	College


Mutual-benefit organizations are voluntary collectives whose purpose is to advance members' interests (examples: unions, trade associations).
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	93.
	Which of the following is an example of a mutual-benefit organization? 
 

	A. 
	Federal Bureau of Investigation



	B. 
	United Steelworkers of America union



	C. 
	University of California at Berkeley



	D. 
	U.S. Postal Service



	E. 
	Public Broadcasting System


Mutual-benefit organizations are voluntary collectives whose purpose is to advance members' interests (examples: unions, trade associations).
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	94.
	Another term for the chain of command within an organization, as represented on an organizational chart, is 
 

	A. 
	reporting linkage.



	B. 
	span of control.



	C. 
	horizontal specialization.



	D. 
	vertical hierarchy.



	E. 
	network structure.


A glance up and down an organization chart shows the vertical hierarchy, the chain of command.
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	95.
	Which of the following statements is good advice for those transitioning upward in an organization? 
 

	A. 
	Don't try to manage upward or sideways.



	B. 
	Invent your own kind of management style.



	C. 
	Maintain good relationships with other departments.



	D. 
	Enjoy the solitude of upper management positions.



	E. 
	Focus on the rights and privileges of your new job.


You need to have good relationships with managers in other departments and be perceptive about their needs and priorities since they have resources you need to get your job done.
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	96.
	The arrangement of having discrete parts of a task done by different people is called an organization's 
 

	A. 
	coordinated effort.



	B. 
	division of labor.



	C. 
	span of control.



	D. 
	chain of command.



	E. 
	matrix structure.


Division of labor, also known as work specialization, is the arrangement of having discrete parts of a task done by different people.
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	97.
	An organization's ______ is a control mechanism for making sure the right people do the right things at the right time. 
 

	A. 
	central command



	B. 
	division of labor



	C. 
	hierarchy of authority



	D. 
	span of control



	E. 
	strategic plan


The hierarchy of authority, or chain of command, is a control mechanism for making sure the right people do the right things at the right time.
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	98.
	Elizabeth works with the gaming production team at her job, so the leader of that group often assigns her work, but she also has a boss in the marketing department. Which of the following is most likely true? 
 

	A. 
	There is likely to be a lack of common purpose among her managers.



	B. 
	Her workplace has too much division of labor.



	C. 
	Her work arrangement violates the unity of command principle.



	D. 
	Because of her cross-functional team, her work can be done without coordinated effort.



	E. 
	Her production team leader has too wide a span of control.


A principle stressed by early management scholars was that of unity of command, in which an employee should report to no more than one manager in order to avoid conflicting priorities and demands.
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	99.
	A supervisor of an assembly line has 45 employees that report to her; this would be considered a(n) ______ span of control. 
 

	A. 
	unsustainable



	B. 
	tall



	C. 
	deep



	D. 
	complex



	E. 
	wide


A wide span of control means a manager has several people reporting—a first-line supervisor may have 40 or more subordinates, if little hands-on supervision is required, as is the case in some assembly-line workplaces.
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	100.
	When managers must be closely involved with their subordinates, they should have a ______ span of control. 
 

	A. 
	flexible



	B. 
	wide



	C. 
	flat



	D. 
	narrow



	E. 
	lean


In general, when managers must be closely involved with their subordinates, as when the management duties are complex, they are advised to have a narrow span of control.
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	101.
	__________ means that managers must report and justify work results to managers above them. 
 

	A. 
	Liability



	B. 
	Accountability



	C. 
	Delegation



	D. 
	Hierarchical control



	E. 
	Position power


Accountability means managers must report and justify work results to the managers above them.
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	102.
	The obligation you have to perform the tasks assigned to you is called 
 

	A. 
	responsibility.



	B. 
	accountability.



	C. 
	delegation.



	D. 
	authority.



	E. 
	position power.


Responsibility is the obligation you have to perform the tasks assigned to you.
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	103.
	Good job design requires matching the level of responsibility to the level of 
 

	A. 
	liability.



	B. 
	dependability.



	C. 
	delegation.



	D. 
	authority.



	E. 
	position power.


It is a sign of faulty job design when managers are given too much authority and not enough responsibility, in which case they may become abusive to subordinates and capricious in exerting authority. Conversely, managers may not be given enough authority, so the job becomes difficult.
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	104.
	The process of assigning meaningful authority and responsibility to managers and employees lower in the hierarchy is called 
 

	A. 
	designation.



	B. 
	accountability.



	C. 
	delegation.



	D. 
	execution.



	E. 
	allocation.


Delegation is the process of assigning managerial authority and responsibility to managers and employees lower in the hierarchy.
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	105.
	Jennifer's staff enjoys working for her but thinks she is a perfectionist. She often thinks that she is the only one who can handle her division's difficult clients or handle some of the most sensitive issues, so she frequently has problems with 
 

	A. 
	responsibility.



	B. 
	allocation.



	C. 
	accountability.



	D. 
	authority.



	E. 
	delegation.


To be more efficient, most managers are expected to delegate as much of their work as possible. However, a business entrepreneur may fall into the common trap of perfection, believing, as one writer puts it, that "you are the only person who can handle a given situation, work with a special client, design a program."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 3 Hard
Topic: The Major Elements of an Organization
 



	106.
	On an organizational chart, a dotted line typically indicates a(n) 
 

	A. 
	outside company.



	B. 
	line position.



	C. 
	staff position.



	D. 
	temporary employee.



	E. 
	nonmanagerial employee.


Staff personnel have authority functions; they provide advice, recommendations, and research to line managers (example: specialists such as legal counsels). Staff positions are indicated on the organization chart by a dotted line (usually a horizontal line).
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	107.
	At Caldwell Organic Grocers, all purchasing, hiring, and production decisions are made by top management. Caldwell has ______ authority. 
 

	A. 
	classical



	B. 
	wide



	C. 
	centralized



	D. 
	for-profit



	E. 
	matrix


With centralized authority, important decisions are made by higher-level managers.
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	108.
	Which of the following is a consequence of decentralized authority? 
 

	A. 
	Greater uniformity



	B. 
	Decreased efficiency



	C. 
	Greater flexibility



	D. 
	Slower decisions



	E. 
	Decreased duplication of work


An advantage in having decentralized authority is that managers are encouraged to solve their own problems rather than to buck the decision to a higher level. In addition, decisions are made more quickly, which increases the organization's flexibility and efficiency.
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	109.
	Organizational ________ is concerned with devising the optimal structures of accountability and responsibility that an organization uses to execute its strategies. 
 

	A. 
	design



	B. 
	structure



	C. 
	life cycle



	D. 
	charting



	E. 
	culture


Organizational design is concerned with designing the optimal structures of accountability and responsibility that an organization uses to execute its strategies. We may categorize organizational designs as three types: (1) traditional designs, (2) horizontal designs, and (3) designs that open boundaries between organizations.
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	110.
	Which of the following is a characteristic of a simple structure? 
 

	A. 
	Comprehensive set of rules.



	B. 
	Centralized authority.



	C. 
	High work specialization.



	D. 
	Extensive division of labor.



	E. 
	Tall hierarchy.


An organization with a simple structure has authority centralized in a single person, a flat hierarchy, few rules, and low work specialization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 1 Easy
Topic: Basic Types of Organizational Structures
 



	111.
	In a functional structure, people with ______ are grouped together. 
 

	A. 
	similar levels of authority



	B. 
	temporary jobs on the same project



	C. 
	similar occupational specialties



	D. 
	jobs related to similar products



	E. 
	jobs in the same geographic region


In a functional structure, people with similar occupational specialties are put together in formal groups.
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	112.
	Among the jobs titles at Greensboro Regional Hospital are Chief of Medical Services, Director of Administrative Services, and Director of Outpatient Services. Greensboro has a ______ structure. 
 

	A. 
	functional



	B. 
	network



	C. 
	simple



	D. 
	divisional



	E. 
	matrix


In a functional structure, people with similar occupational specialties are put together in formal groups. For Greensboro these would include administrative associates, outpatient employees, and people who provide medical care.
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	113.
	_______ group activities around similar products or services. 
 

	A. 
	Output structures



	B. 
	Matrix organizations



	C. 
	Offering divisions



	D. 
	Functional structures



	E. 
	Product divisions


Product divisions group activities around similar products or services.
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	114.
	The Federal Reserve Bank has 12 separate districts around the United States, which means it is using ______ in its organizational structure. 
 

	A. 
	functional constituencies



	B. 
	locality divisions



	C. 
	site networks



	D. 
	geographic divisions



	E. 
	matrix regions


Geographic divisions group activities around defined regional locations.
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	115.
	Durant Security operates across Florida and Georgia with a variety of products and services. It has a unit located in Tampa that provides home security to its clients, and another unit in Atlanta that provides security for businesses, in particular banks and high-technology firms. This is a ______ structure. 
 

	A. 
	functional



	B. 
	simple



	C. 
	geographic divisional



	D. 
	matrix



	E. 
	customer divisional


Customer divisions tend to group activities around common customers or clients. Here, Herndon has home service clients and business clients.
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	116.
	An organization that contains two command structures, and in which some people actually report to two bosses, is a ______ structure. 
 

	A. 
	matrix



	B. 
	bifunctional



	C. 
	team-based



	D. 
	hybrid



	E. 
	network


In a matrix structure, an organization combines functional and divisional chains of command in a grid so that there are two command structures, vertical and horizontal. For example, a marketing person may report to both the vice president of marketing and to the project manager for the Ford Mustang.
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	117.
	Arnos Engineering has a functional structure throughout the company but also has a second chain of command based on the part of the United States where one works. This organization has a ______ structure. 
 

	A. 
	bifunctional



	B. 
	hybrid



	C. 
	network



	D. 
	matrix



	E. 
	team-based


In a matrix structure, an organization combines functional and divisional chains of command in a grid so that there are two command structures, vertical and horizontal.
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	118.
	Galen is temporarily working with a group with membership from different departments in his company on a special project, yet he still has all of responsibilities of his regular job and still reports to the same manager. This is an example of 
 

	A. 
	matrix structure.



	B. 
	work dispersion.



	C. 
	horizontal design.



	D. 
	hybrid workgroups.



	E. 
	network clustering.


In a horizontal design, teams or workgroups, either temporary or permanent, are used to improve collaboration and work on shared tasks by breaking down internal boundaries. Team members still have their full-time functional work responsibilities and often still formally report to their own managers above them in the functional-division hierarchy.
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	119.
	Hollow, modular, and virtual structures lead to a ________ organization. 
 

	A. 
	functional



	B. 
	network



	C. 
	simplistic



	D. 
	boundaryless



	E. 
	matrix


A boundaryless organization is a fluid, highly adaptive organization whose members, linked by information technology, come together to collaborate on common tasks. Three types of structures in this class of organizational design are hollow, modular, and virtual structures.
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	120.
	With a ______ structure, the organization has a central core of key functions and outsources others to vendors who can do them cheaper or faster. 
 

	A. 
	hollow



	B. 
	matrix



	C. 
	spine



	D. 
	hybrid



	E. 
	mechanistic


In the hollow structure, often called the network structure, the organization has a central core of key functions and outsources other functions to vendors who can do them cheaper or faster (see Figure 8.11).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 1 Easy
Topic: Basic Types of Organizational Structures
 



	121.
	In a ______ structure, a firm assembles portions of product provided by outside contractors. 
 

	A. 
	compilation



	B. 
	network



	C. 
	outsourced



	D. 
	modular



	E. 
	hollow


In a modular structure, a firm assembles product chunks, or modules, provided by outside contractors.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 1 Easy
Topic: Basic Types of Organizational Structures
 



	122.
	Public relations firm Crowley Communications has a single full-time employee, Jolene Crowley, who is in charge of contracting teams to work on projects as needed. Teams are spread throughout the United States and are made up of specialists linked by computers and telecommunications equipment. This is an example of a(n) ________ organization. 
 

	A. 
	virtual



	B. 
	network



	C. 
	outsourced



	D. 
	modular



	E. 
	hollow


The virtual organization is one whose members are geographically apart, usually working with e-mail, collaborative computing, and other computer connections, while often appearing to customers and others to be a single, unified organization with a real physical location.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 3 Hard
Topic: Basic Types of Organizational Structures
 



	123.
	Rashid has examined the environment in which his organization operates and has determined that currently the market demands an organic and integrated structure. Rashid did this as part of his 
 

	A. 
	environmental analysis.



	B. 
	contingency design.



	C. 
	life-cycle analysis.



	D. 
	diversification plan.



	E. 
	integration plan.


The process of fitting the organization to its environment is called contingency design. Managers taking a contingency approach must consider environmental and life-cycle factors in designing the best kind of structure for their particular organization at that particular time.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	124.
	In a mechanistic organization, 
 

	A. 
	most communication is informal.



	B. 
	many teams and task forces are operating simultaneously.



	C. 
	authority is decentralized.



	D. 
	tasks and rules are clearly specified.



	E. 
	employees are joined through technology.


In a mechanistic organization, authority is centralized, tasks and rules are clearly specified, and employees are closely supervised.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	125.
	Rorschach Composites has precise requirements and very detailed procedures for creating small machine parts through an injection molding process. Because of the sensitive processes, employees are tightly monitored. Rorschach is a(n) ______ organization. 
 

	A. 
	hybrid



	B. 
	integrated



	C. 
	mechanistic



	D. 
	flat



	E. 
	organic


In a mechanistic organization, authority is centralized, tasks and rules are clearly specified, and employees are closely supervised.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	126.
	In an organic organization, 
 

	A. 
	authority is centralized.



	B. 
	bureaucracy is essential.



	C. 
	the need to respond to unexpected tasks is common.



	D. 
	many rules and procedures exist.



	E. 
	success is possible only when the environment is stable.


In an organic organization, authority is decentralized, there are fewer rules and procedures, and networks of employees are encouraged to cooperate and respond quickly to unexpected tasks.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	127.
	Information-technology companies such as Motorola favor a(n) ______ structure because they constantly have to adjust to technological change. 
 

	A. 
	mechanistic



	B. 
	bureaucratic



	C. 
	formalized



	D. 
	organic



	E. 
	tall


In an organic organization, authority is decentralized, there are fewer rules and procedures, and networks of employees are encouraged to cooperate and respond quickly to unexpected tasks. Information-technology companies such as Motorola favor the organic arrangement because they constantly have to adjust to technological change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	128.
	Montpellier Mediterranean Designs has decided that, as part of the fashion industry, it should move to a more organic structure. Montpellier should 
 

	A. 
	simplify and eliminate rules and procedures.



	B. 
	centralize authority.



	C. 
	clearly define job responsibilities.



	D. 
	disband teams and task forces.



	E. 
	focus on improving uniformity.


In an organic organization, authority is decentralized, there are fewer rules and procedures, and networks of employees are encouraged to cooperate and respond quickly to unexpected tasks. It is preferred by companies that need to respond to fast-changing consumer tastes, as is the case in fashion.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	129.
	According to Lawrence and Lorsch, the ______ determine(s) the degree of differentiation or integration that is appropriate. 
 

	A. 
	resources available to an organization



	B. 
	governmental pressures on an organization



	C. 
	organization's culture



	D. 
	stability of an organization's environment



	E. 
	size of the organization


The stability of the environment confronting the parts of the organization, according to Lawrence and Lorsch, determines the degree of differentiation or integration that is appropriate.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	130.
	Technical specialization and division of labor in an organization lead to ________ in an organization. 
 

	A. 
	bureaucracy



	B. 
	differentiation



	C. 
	integration



	D. 
	conglomeration



	E. 
	decentralization


Differentiation is the tendency of the parts of an organization to disperse and fragment. This impulse toward dispersal arises because of technical specialization and division of labor.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	131.
	Fonseca Construction Supply has product divisions for lumber, hardware, electrical supplies, and plumbing supplies. Each has its own production facility and sales staff. Fonseca is 
 

	A. 
	tightly integrated.



	B. 
	bureaucratic.



	C. 
	functionally organized.



	D. 
	a matrix organization.



	E. 
	highly differentiated.


A company producing lumber, hardware, electrical supplies, and plumbing supplies and that has different product divisions, each with its own production facility and sales staff is a highly differentiated organization.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	132.
	A formal chain of command, standardization of rules and procedures, and use of cross-functional teams enhance an organization's 
 

	A. 
	assimilation.



	B. 
	differentiation.



	C. 
	integration.



	D. 
	decentralization.



	E. 
	centralization.


Integration is the tendency of the parts of an organization to draw together to achieve a common purpose. The means for achieving this are a formal chain of command, standardization of rules and procedures, and use of cross-functional teams and computer networks so that there is frequent communication and coordination of the parts.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	133.
	At Harvestar Farm Equipment, specialists from marketing, manufacturing, and engineering departments work closely together in cross-functional teams on new professional planting and harvesting equipment designs. Harvestar is an example of a ______ organization. 
 

	A. 
	highly differentiated



	B. 
	centralized



	C. 
	highly integrated



	D. 
	mechanistic



	E. 
	bureaucratic


Integration is the tendency of the parts of an organization to draw together to achieve a common purpose. In a highly integrated organization, the specialists work together to achieve a common goal. One of the means for achieving this is the use of cross-functional teams.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	134.
	Management at the De la Garza Recreational Products has recognized that the firm is much slower than the competition at getting new designs to market. The problem seems to stem from coordination problems between the various functional departments involved in the recreational vehicle design process. De la Garza should 
 

	A. 
	improve technical training for employees.



	B. 
	formalize the division of labor.



	C. 
	relax its rules and procedures.



	D. 
	create cross-functional teams for development.



	E. 
	cancel all social events for employees.


De Garza needs to be more integrated; its specialists should work together to achieve a common goal. One of the means for achieving this is the use of cross-functional teams.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	135.
	As an organization goes through the stages of the life cycle, it becomes more 
 

	A. 
	informal.



	B. 
	centralized.



	C. 
	unstable.



	D. 
	organic.



	E. 
	bureaucratic.


The four-stage organizational life cycle has a natural sequence of stages: birth, youth, midlife, and maturity. In general, as an organization moves through these stages, it becomes not only larger but also more mechanistic, specialized, decentralized, and bureaucratic.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	136.
	Which of the following is a stage in the life of an organization? 
 

	A. 
	Birth



	B. 
	Decline



	C. 
	Elderly



	D. 
	Introduction



	E. 
	Growth


The four-stage organizational life cycle has a natural sequence of stages: birth, youth, midlife, and maturity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 1 Easy
Topic: Contingency Design: Factors in Creating the Best Structure
 



	137.
	Katsuro started a tax consulting business with his friend Carey. They have a small space in a strip mall and one administrative assistant. At which stage of the organizational life cycle is their business? 
 

	A. 
	Birth stage



	B. 
	Introduction stage



	C. 
	Adolescent stage



	D. 
	Youth stage



	E. 
	Midlife stage


The birth stage is the nonbureaucratic stage, the stage in which the organization is created. Here there are no written rules and little if any supporting staff beyond perhaps a secretary.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 



	138.
	In what stage of the organizational life cycle does a firm increase its hiring, create some division of labor, and begin setting rules? 
 

	A. 
	Midlife



	B. 
	Maturity



	C. 
	Youth



	D. 
	Growth



	E. 
	Birth


In the youth stage, the organization is in a prebureaucratic stage, a stage of growth and expansion. Now the company has a product that is making headway in the marketplace, people are being added to the payroll (most clerical rather than professional), and some division of labor and setting of rules are being instituted.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	139.
	At which stage of the organizational life cycles does lack of flexibility and innovation become the danger to the business? 
 

	A. 
	Adult stage



	B. 
	Birth stage



	C. 
	Maturity stage



	D. 
	Adolescent stage



	E. 
	Youth stage


In the maturity stage, the organization becomes very bureaucratic, large, and mechanistic. The danger at this point is lack of flexibility and innovation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Contingency Design: Factors in Creating the Best Structure
 



	140.
	Xerox Corporation is currently in what stage of its organizational life cycle? 
 

	A. 
	Decline stage



	B. 
	Maturity stage



	C. 
	Adolescent stage



	D. 
	Youth stage



	E. 
	Adult stage


In the maturity stage, the organization becomes very bureaucratic, large, and mechanistic. The danger at this point is lack of flexibility and innovation, something Xerox must contend with.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 3 Hard
Topic: Contingency Design: Factors in Creating the Best Structure
 


 

 

 

 

 

 

 

 

 

 

 

Essay Questions
 
	141.
	Define the four types of organization in the competing values framework, and describe the characteristics of each. 
 

According to the competing values framework, organizational cultures can be classified into four types: (1) clan, (2) adhocracy, (3) market, and (4) hierarchy (see Figure 8.2).

A clan culture has an internal focus and values flexibility rather than stability and control. Like a family-type organization, it encourages collaboration among employees, striving to encourage cohesion through consensus and job satisfaction through employee involvement.

An adhocracy culture has an external focus and values flexibility. This type of culture attempts to create innovative products by being adaptable, creative, and quick to respond to changes in the marketplace. Employees are encouraged to take risks and experiment with new ways of getting things done.

A market culture has a strong external focus and values stability and control. Because market cultures are focused on the external environment and driven by competition and a strong desire to deliver results, customers, productivity, and profits take precedence over employee development and satisfaction.

A hierarchy culture has an internal focus and values stability and control over flexibility. Companies with this kind of culture are apt to have a formalized, structured work environment aimed at achieving effectiveness through a variety of control mechanisms that measure efficiency, timeliness, and reliability in the creation and delivery of products.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	142.
	Define organizational culture, and explain three layers in which it appears. Choose an organization with which you have some experience (for example, an employer, one of your schools, your church, a club) and use it to illustrate the layers of culture. 
 

The student should first define organizational culture and then provide examples for the visible and invisible levels of culture of the organization he or she chooses.

Organizational culture is the system of shared beliefs and values that develops within an organization and guides the behavior of its members.

Organizational culture appears as three layers: (1) observable artifacts, (2) espoused values, and (3) basic assumptions. Each level varies in terms of outward visibility and resistance to change, and each level influences another level.

At the most visible level, organizational culture is expressed in observable artifacts—physical manifestations such as manner of dress, awards, myths, and stories about the company, rituals and ceremonies, and decorations, as well as visible behavior exhibited by managers and employees.

Espoused values are the explicitly stated values and norms preferred by an organization, as may be put forth by the firm's founder or top managers.

Basic assumptions, which are not observable, represent the core values of an organization's culture—those that are taken for granted and, as a result, are difficult to change.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 3 Hard
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	143.
	Why is it important for a manager to understand organizational culture? What functions does organizational culture serve? 
 

It is important for a manager to understand organizational culture for two reasons: culture can powerfully shape an organization's long-term success, and culture can serve as a control mechanism, substituting for organizational structure.

An organization's culture has four functions:
It gives members organizational identity.
It facilitates collective commitment.
It promotes social-system stability.
It shapes behavior by helping employees make sense of their surroundings.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-01 How do I find out about an organization's "social glue;" its normal way of doing business?
Level of Difficulty: 2 Medium
Topic: What Kind of Organizational Culture Will You Be Operating In?
 



	144.
	Explain the three perspectives of organizational culture that may enhance economic performance. Which perspective was found to provide the highest level of long-term financial performance? 
 

Strength, fit, and adaptive culture may enhance economic performance.
The strength perspective assumes that the strength of a corporate culture is related to a firm's long-term financial performance.

The fit perspective assumes that an organization's culture must align, or fit, with its business or strategic context. A correct fit is expected to foster higher financial performance.

The adaptive perspective assumes that the most effective cultures help organizations anticipate and adapt to environmental changes.

An investigation of 207 companies from 22 industries during the years 1977-1988 partly supported the strength and fit perspectives. However, findings were completely consistent with the adaptive perspective. Long-term financial performance was highest for organizations with an adaptive culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 2 Medium
Topic: Developing High-Performance Cultures
 



	145.
	Give five examples of mechanisms used by organizations to embed its culture. 
 

Those who found a business, and the managers who follow them, essentially use a teaching process to embed the values, beliefs, expectations, behaviors, and business philosophy that constitute the organization's culture. Among the mechanisms used are the following:

Formal Statements: The first way to embed preferred culture is through the use of formal statements of organizational philosophy, mission, vision, and values, as well as materials used for recruiting, selecting, and socializing employees.

Slogans & Sayings: The desirable corporate culture can be expressed in language, slogans, sayings, and acronyms.

Stories, Legends, & Myths: These can illustrate values.

Leader Reactions to Crises: How top managers respond to critical incidents and organizational crises sends a clear cultural message.

Role Modeling, Training, & Coaching: They illustrate goals and values.

Physical Design of workplaces is often complementary to the culture.

Rewards, Titles, Promotions, & Bonuses: These demonstrate what is valued.

Organizational Goals & Performance Criteria: Many organizations establish organizational goals and criteria for recruiting, selecting, developing, promoting, dismissing, and retiring people, all of which reinforce the desired organizational culture.

Measurable & Controllable Activities: An organization's leaders can pay attention to, measure, and control a number of activities, processes, or outcomes that can foster a certain culture.

Organizational Structure: The hierarchical structure found in most traditional organizations is more likely to reinforce a culture oriented toward control and authority compared with the flatter organization that eliminates management layers in favor of giving employees more power.

Organizational Systems & Procedures: Companies are increasingly using electronic networks to increase collaboration among employees, to increase innovation, quality, and efficiency.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-02 What can be done to an organization's culture to increase its economic performance?
Level of Difficulty: 3 Hard
Topic: Developing High-Performance Cultures
 



	146.
	Describe the typical organization chart. What is a horizontal relationship compared to a vertical one? A solid line versus a dotted one? 
 

An organization chart is a box-and-lines illustration showing the formal lines of authority and the organization's official positions or work specializations (see Figure 8.4).

Two kinds of information that organization charts reveal about organizational structure are (1) the vertical hierarchy of authority—who reports to whom, and (2) the horizontal specialization—who specializes in what work.

Line positions (authority to make decisions) are indicated on the organization chart by a solid line (usually a vertical line). Staff positions (authority functions that provide advice, recommendations, and research) are indicated on the organization chart by a dotted line (usually a horizontal line).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-03 How are for-profit; nonprofit; and mutual-benefit organizations structured?
Level of Difficulty: 2 Medium
Topic: Organizational Structure
 



	147.
	Explain the four common elements of organizations proposed by Edgar Schein. 
 

Organizational psychologist Edgar Schein proposed the four common elements of (1) common purpose, (2) coordinated effort, (3) division of labor, and (4) hierarchy of authority.

The common purpose unifies employees or members and gives everyone an understanding of the organization's reason for being.

The common purpose is realized through coordinated effort, the coordination of individual efforts into a group or organizationwide effort.

Division of labor, also known as work specialization, is the arrangement of having discrete parts of a task done by different people.

The hierarchy of authority, or chain of command, is a control mechanism for making sure the right people do the right things at the right time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 2 Medium
Topic: The Major Elements of an Organization
 



	148.
	Explain what centralization and decentralization of authority mean. Would you rather be a manager in a centralized or a decentralized organization? Why? 
 

The student should define both terms and then give a logical explanation of their preference.

With centralized authority, important decisions are made by higher-level managers; while with decentralized authority, important decisions are made by middle-and supervisory-level managers.

An advantage in using centralized authority is that there is less duplication of work, because fewer employees perform the same task; rather, the task is often performed by a department of specialists. Another advantage of centralization is that procedures are uniform and thus easier to control; all purchasing, for example, may have to be put out to competitive bids.

An advantage in having decentralized authority is that managers are encouraged to solve their own problems rather than to buck the decision to a higher level. In addition, decisions are made more quickly, which increases the organization's flexibility and efficiency.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-04 When I join an organization; what seven elements should I look for?
Level of Difficulty: 3 Hard
Topic: The Major Elements of an Organization
 



	149.
	Explain what a matrix structure is, and draw an organization chart that depicts a matrix (including appropriate job titles). Explain what you think it would be like to be a manager in a matrix organization. 
 

The student should explain the matrix structure, draw a chart similar to the one shown in the text, and give his or her opinion of working in a matrix.

In a matrix structure, an organization combines functional and divisional chains of command in a grid so that there are two command structures, vertical and horizontal. The functional structure usually doesn't change It is the organization's normal departments or divisions, such as finance, marketing, production, and R&D. The divisional structure may vary, as by product, brand, customer, or geographic region.

One of the difficulties of the matrix is reporting to two managers who may have different priorities, or as a manager, to compete with another manager for an employee's services. This is a violation of the unity of command principle.

For an example of a drawing of a matrix organization, see Figure 8.9 (students may vary labels, but should still show a similar matrix reporting structure).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 3 Hard
Topic: Basic Types of Organizational Structures
 



	150.
	Describe the boundaryless organization and three organizational structures that are common forms of it. 
 

The opposite of a bureaucracy, with its numerous barriers and divisions, a boundaryless organization is a fluid, highly adaptive organization whose members, linked by information technology, come together to collaborate on common tasks. The collaborators may include not only coworkers but also suppliers, customers, and even competitors. This means that the form of the business is ever-changing, and business relationships are informal. Three types of structures in this class of organizational design are hollow, modular, and virtual structures.

In the hollow structure, often called the network structure, the organization has a central core of key functions and outsources other functions to vendors who can do them cheaper or faster.

The modular structure differs from the hollow structure in that it is oriented around outsourcing certain pieces of a product rather than outsourcing certain processes (such as human resources or warehousing) of an organization. In a modular structure, a firm assembles product chunks, or modules, provided by outside contractors.

One consequence of the Internet is the virtual organization, an organization whose members are geographically apart, usually working with e-mail, collaborative computing, and other computer connections, while often appearing to customers and others to be a single, unified organization with a real physical location.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-05 How would one describe the three types of organizational design?
Level of Difficulty: 2 Medium
Topic: Basic Types of Organizational Structures
 



	151.
	Explain the concepts of mechanistic and organic organizations. What kind of organization should be in place when an organization's environment is changing quickly and unpredictably? 
 

Mechanistic organizations are characterized by: centralized authority, many rules and procedures, specialized tasks, formalized communication, few teams or task forces, narrow spans of control, and taller structures.

Organic organizations are characterized by: decentralization of authority, few rules and procedures, shared tasks, informal communication, many teams and task forces, wider span of control, and flatter structures.

For a changing environment, organizations are best served by an organic structure, which is more flexible and can react more quickly as needed.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 08-06 What factors affect the design of an organization's structure?
Level of Difficulty: 2 Medium
Topic: Basic Contingency Design: Factors in Creating the Best Structure
 






















Chapter 09 Human Resource Management: Getting the Right People for Managerial Success Answer Key


 

True / False Questions
 
	1.
	When starting a new job, it is best to avoid giving or getting feedback during the first 60 days so that everyone has an opportunity to get an accurate impression. 
 
FALSE
During the first 60 days, you should make it easy for others to give you feedback. Ask your boss, coworkers, and subordinates to give you feedback about how you're doing. Be prepared to take unpleasant news gracefully. At the end of 30 days, have a "How am I doing?" meeting with your boss.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	2.
	Google's treatment of its employees is indicative of its belief that its biggest competitive advantage lies in its human resources. 
 
TRUE
Happy people are more productive. That productivity has made Google an earnings powerhouse. Google has discovered that its biggest competitive advantage lies in its human resources, its people.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	3.
	Personnel management consists of the activities managers perform to plan for, attract, develop, and retain an effective workforce. 
 
FALSE
Human resource (HR) management consists of the activities managers perform to plan for, attract, develop, and retain an effective workforce. The fact that the old personnel department is now called the human resource department is not just a cosmetic change. It is intended to suggest the importance of staffing to a company's success.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 1 Easy
Topic: Strategic Human Resource Management
 



	4.
	The purpose of the strategic human resource management process is to get optimal work performance to help realize the company's mission and goals. 
 
TRUE
The purpose of the strategic human resource process is to get the optimal work performance that will help the company's mission and goals (see Figure 9.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	5.
	Recruiting and selecting people is the first step in the strategic human resource process. 
 
FALSE
The strategic human resource process is shown in Figure 9.1. Recruiting and selecting people comes after steps to formulate strategic plans and planning human resources needed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 1 Easy
Topic: Strategic Human Resource Management
 



	6.
	Human capital is the economic or productive potential of employee knowledge and actions. 
 
TRUE
Human capital is the economic or productive potential of employee knowledge and actions. A present or future employee with the right combination of knowledge, skills, and motivation to excel represents human capital with the potential to give the organization a competitive advantage.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 1 Easy
Topic: Strategic Human Resource Management
 



	7.
	Collective capital is the economic or productive potential of strong, trusting, and cooperative relationships. 
 
FALSE
Social capital is the economic or productive potential of strong, trusting, and cooperative relationships. Relationships do matter.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 1 Easy
Topic: Strategic Human Resource Management
 



	8.
	Understanding current employee needs and predicting future ones are the two parts of strategic human resources recruiting. 
 
TRUE
Strategic human resource planning consists of developing a systematic, comprehensive strategy for (a) understanding current employee needs and (b) predicting future employee needs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 1 Easy
Topic: Strategic Human Resource Management
 



	9.
	Interviews with people who currently hold a job is part of a job analysis for that position. 
 
TRUE
The purpose of job analysis is to determine, by observation and analysis, the basic elements of a job. Specialists who do this interview job occupants about what they do, observe the flow of work, and learn how results are accomplished.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	10.
	A job description describes the minimum qualifications a person must have to perform the job successfully. 
 
FALSE
A job specification describes the minimum qualifications a person must have to perform the job successfully.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 1 Easy
Topic: Strategic Human Resource Management
 



	11.
	The process of writing job analyses, descriptions, and specifications often helps you to hire people who are overqualified. 
 
FALSE
The process of writing job analyses, descriptions, and specifications can help you avoid hiring people who are overqualified (and presumably more expensive) or underqualified (and thus not as productive) for a particular job.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	12.
	A human resource inventory organizes information for assessing which of your current employees are promotable and what kind of training your organization might have to do. 
 
TRUE
In looking at those inside, you need to consider which employees are motivated, trainable, and promotable and what kind of training your organization might have to do. A device for organizing this kind of information is a human resource inventory, a report listing your organization's employees by name, education, training, languages, and other important information.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	13.
	Reports from the U.S. Bureau of Labor Statistics are a good source of information to assess internal candidates for promotion. 
 
FALSE
In looking outside for recruiting, you need to consider the availability of talent in your industry's and geographical area's labor pool, the training of people graduating from various schools, and such factors as what kind of people are moving into your area. The U.S. Bureau of Labor Statistics and the U.S. Census Bureau issue reports on such matters.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	14.
	Collective bargaining consists of negotiations between top management and shareholders about disputes over compensation and benefits. 
 
FALSE
Collective bargaining consists of negotiations between management and employees about disputes over compensation, benefits, working conditions, and job security.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 1 Easy
Topic: The Legal Requirements of Human Resource Management
 



	15.
	The Wagner Act allows the President of the United States to prevent or end a strike that threatens national security. 
 
FALSE
A 1947 law (the Taft-Hartley Act) allows the President of the United States to prevent or end a strike that threatens national security.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 1 Easy
Topic: The Legal Requirements of Human Resource Management
 



	16.
	Products from child labor were banned under the Fair Labor Standards Act of 1938. 
 
TRUE
The Fair Labor Standards Act of 1938 established minimum living standards for workers engaged in interstate commerce, including provision of a federal minimum wage (currently $7.25 an hour) and a maximum workweek (now 40 hours, after which overtime must be paid), along with banning products from child labor.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 2 Medium
Topic: The Legal Requirements of Human Resource Management
 



	17.
	The 2010 health care reform legislation requires employers with more than 50 employees to provide health insurance. 
 
TRUE
The 2010 health care reform legislation requires employers with more than 50 employees to provide health insurance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 2 Medium
Topic: The Legal Requirements of Human Resource Management
 



	18.
	The Family and Medical Leave Act requires employers to provide 12 weeks of paid leave for medical and family reasons like childbirth or adoption. 
 
FALSE
The Family and Medical Leave Act requires employers to provide 12 weeks of unpaid (not paid) leave for medical and family reasons, including for childbirth, adoption, or family emergency. See Table 9.1


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 1 Easy
Topic: The Legal Requirements of Human Resource Management
 



	19.
	Title VII of the Civil Rights Act of 1964 applies to all for-profit companies. 
 
FALSE
Title VII applies to all organizations or their agents engaged in an industry affecting interstate commerce that employs 15 or more employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 2 Medium
Topic: The Legal Requirements of Human Resource Management
 



	20.
	Antidiscrimination laws do not require employers to extend preferential treatment because of race, color, or religion. 
 
TRUE
Although the law prohibits discrimination in all aspects of employment, it does not require an employer to extend preferential treatment because of race, color, religion, and so on.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 2 Medium
Topic: The Legal Requirements of Human Resource Management
 



	21.
	Programs that attempt to make up for past discrimination in employment are known as affirmative action programs. 
 
TRUE
Affirmative action focuses on achieving equality of opportunity within an organization. It tries to make up for past discrimination in employment by actively finding, hiring, and developing the talents of people from groups traditionally discriminated against.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 2 Medium
Topic: The Legal Requirements of Human Resource Management
 



	22.
	One type of gender discrimination is known as quid pro quo. 
 
FALSE
In the quid pro quo type of sexual harassment (rather than discrimination), the person to whom the unwanted sexual attention is directed is put in the position of jeopardizing being hired for a job or obtaining job benefits or opportunities unless he or she implicitly or explicitly acquiesces.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 1 Easy
Topic: The Legal Requirements of Human Resource Management
 



	23.
	Karen is a construction manager for the building of a large parking structure downtown. One day a group of steel workers whistled at her as she climbed a ladder. The men's actions created a hostile work environment. 
 
TRUE
In the hostile environment type of sexual harassment, the person being sexually harassed doesn't risk economic harm, but experiences an offensive or intimidating work environment.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 3 Hard
Topic: The Legal Requirements of Human Resource Management
 



	24.
	External recruitment is the process of locating and attracting qualified applications for jobs open in the organization. 
 
FALSE
Recruiting is the process of locating and attracting qualified applicants for jobs open in the organization. Recruiting is of two types: internal and external.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	25.
	Job posting is the primary method of recruiting internally. 
 
TRUE
Most vacant positions in organizations are filled through internal recruitment, mainly through job posting, placing information about job vacancies and qualifications on bulletin boards, in newsletters, and on the organization's intranet.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	26.
	LinkedIn, a business-oriented social network, is an effective way to do internal recruiting. 
 
FALSE
Today more and more companies are using social media to recruit externally (rather than internally). For example, experts estimate that 89% of U.S. organizations use social networks to recruit. LinkedIn, a social network with 135 million members, accounts for 73% of the people hired via social media.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	27.
	In general, the most effective sources of good external candidates are employee referrals. 
 
TRUE
In general, the most effective sources are employee referrals because, to protect their own reputations, employees are fairly careful about whom they recommend, and they know the qualifications of both the job and the prospective employee.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	28.
	A job specification gives a candidate a picture of both positive and negative features of the job and the organization before he or she is hired. 
 
FALSE
A realistic job preview gives a candidate a picture of both positive and negative features of the job and the organization before he or she is hired. People with realistic expectations tend to quit less frequently and be more satisfied than those with unrealistic expectations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	29.
	There are fewer risks associated with external recruiting than with internal since the pool of potential candidates is much larger. 
 
FALSE
There are fewer risks with internal recruiting. Internal candidates are already known and are familiar with the organization (see Table 9.3).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	30.
	The screening of job applicants in order to hire the best candidate is known as the preference process. 
 
FALSE
The selection process is the screening of job applicants to hire the best candidate.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	31.
	References are an effective way to obtain reliable information about a prospective job candidate. 
 
FALSE
References are a problem. Many employers don't give honest assessments of former employees, for two reasons: (1) They fear that if they say anything negative, they can be sued by the former employee. (2) They fear that if they say anything positive and the job candidate doesn't pan out, they can be sued by the new employer.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	32.
	The most commonly used employee-selection technique is interviewing. 
 
TRUE
Interviewing, the most commonly used employee-selection technique, may take place face to face, by videoconference, or, as is increasingly the case, via the Internet.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	33.
	Unstructured interviews are more accurate than structured interviews in assessing an applicant's job-related personality traits. 
 
TRUE
Compared with the structured interview method, the unstructured interview has been found to provide a more accurate assessment of an applicant's job-related personality traits.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	34.
	The comparative interview involves asking each applicant the same questions and comparing their responses to a standardized set of answers. 
 
FALSE
The structured interview involves asking each applicant the same questions and comparing their responses to a standardized set of answers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	35.
	In the situational interview a typical question might be "What is the best idea you ever sold to someone?" 
 
FALSE
In the behavioral-description interview, the interviewer explores what applicants have actually done in the past. Example: "What was the best idea you ever sold to a supervisor, teacher, peer, or subordinate?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	36.
	In a behavioral-description interview, the interviewer explores what applicants have actually done in the past. 
 
TRUE
In the behavioral-description interview, the interviewer explores what applicants have actually done in the past. Example: "What was the best idea you ever sold to a supervisor, teacher, peer, or subordinate?"


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	37.
	Application forms, interviews, and educational requirements are now legally considered employment tests. 
 
TRUE
Employment tests are legally considered to consist of any procedure used in the employment-selection decision process. Thus, even application forms, interviews, and educational requirements are now considered tests.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	38.
	An assessment center is typically used to assess physical capabilities of skilled labor candidates. 
 
FALSE
Some companies have an assessment center, in which management candidates participate in activities for a few days while being assessed by evaluators.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	39.
	Managers should use personality tests in selecting new employees, because they are the most direct measure of how well the employee will perform in the job. 
 
FALSE
Personality tests should be used with caution because of the difficulty of measuring personality characteristics and of making a legal defense if the results are challenged. Also, performance tests measure performance on actual job tasks, which is a more direct technique.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	40.
	A test is reliable if it measures what it purports to measure and is free of bias. 
 
FALSE
Reliability is the degree to which a test measures the same thing consistently and validity means the test measures what it purports to measure and is free of bias.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	41.
	An orientation helps a newcomer fit smoothly into the job and the organization. 
 
TRUE
Orientation is helping the newcomer fit smoothly into the job and the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 1 Easy
Topic: Orientation, Training, and Development
 



	42.
	Defining the organization's mission and operations should be considered an integral part of employee orientation. 
 
TRUE
Following orientation, the employee should emerge with information about the organization's mission and operations. Certainly all managers need to know what the organization is about, including its purpose, products or services, operations, and history. And it's now understood that low-level employees perform better if they, too, have this knowledge.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	43.
	The first step in the training process is setting objectives for what the training should achieve. 
 
FALSE
The training process involves five steps, the first of which is an assessment of what training is needed, as shown in Figure 9.2.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	44.
	For HR professionals, employee training is synonymous with development. 
 
FALSE
HR professionals distinguish between training and development; training is upgrading the skills of technical and operational employees and development is upgrading the skills of professionals and managers.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 1 Easy
Topic: Orientation, Training, and Development
 



	45.
	Computer-assisted instruction is an example of on-the-job training. 
 
FALSE
Lots of off-the-job training consists of computer-assisted instruction (CAI), in which computers are used to provide additional help or to reduce instructional time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	46.
	When doing a performance appraisal the manager will provide the subordinate with feedback. 
 
TRUE
Performance appraisal consists of (1) assessing an employee's performance and (2) providing him or her with feedback.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	47.
	Performance management is a method used to improve profitability through a rapid downsizing. 
 
FALSE
Performance management is the continuous cycle of improving job performance through goal setting, feedback and coaching, and rewards and positive reinforcement.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	48.
	A company that evaluates its truckers based on miles of freight hauled is using objective appraisals. 
 
TRUE
Objective appraisals, also called results appraisals, are based on facts and are often numerical. In these kinds of appraisals, you would keep track of such matters as the numbers of products the employee sold in a month, customer complaints filed against an employee, miles of freight hauled, and the like.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	49.
	Objective appraisals are harder to challenge legally than subjective appraisals. 
 
TRUE
Not being as subject to personal bias, objective appraisals are harder for employees to challenge on legal grounds, such as for age, gender, or racial discrimination.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	50.
	Trait appraisals are of questionable validity because an evaluator's personal biases can affect ratings. 
 
TRUE
Trait appraisals are ratings of such subjective attributes as "attitude," "initiative," and "leadership." Trait evaluations may be easy to create and use, but their validity is questionable because the evaluator's personal bias can affect the ratings.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	51.
	A manager employing a BARS is using a trait appraisal. 
 
FALSE
Behavioral appraisals measure specific, observable aspects of performance like being on time for work, although making the evaluation is still somewhat subjective. An example is the behaviorally anchored rating scale (BARS), which rates employee gradations in performance according to scales of specific behaviors.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	52.
	The type of appraisal in which employees are evaluated not only by their managerial superiors but also by peers and subordinates is called the 180-degree assessment. 
 
FALSE
In the 360-degree assessment, or 360-degree feedback appraisal, employees are appraised not only by their managerial superiors but also by peers, subordinates, and sometimes clients, thus providing several perspectives.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	53.
	The forced ranking performance review system may have negative effects on morale, productivity, and loyalty. 
 
TRUE
Proponents of forced ranking say it encourages managers to identify and remove poor performers and also structures a predetermined compensation curve, which enables them to reward top performers. If, however, the system is imposed on an organization overnight without preparation, by pitting employees against one another, it can produce shocks to morale, productivity, and loyalty.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	54.
	When it comes to performance appraisal feedback, the longer the appraisal document, the better. 
 
FALSE
The typical appraisal is often three pages long and filled with vague, uncommunicative language and is useless to ensure that improvement happens. Lawrence Bossidy, former AlliedSignal CEO, recommends an appraisal take up half a page and cover just three topics: what the boss likes about your performance, what you can improve, and how you and your boss are going to make sure that improvement happens.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	55.
	Appraisals that are conducted on an unscheduled basis and consist of less rigorous indications of employee performance are known as unofficial appraisals. 
 
FALSE
Informal appraisals are conducted on an unscheduled basis and consist of less rigorous indications of employee performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	56.
	The three parts of compensation are wages, incentives, and benefits. 
 
TRUE
Compensation has three parts: (1) wages or salaries, (2) incentives, and (3) benefits.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 1 Easy
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	57.
	One of the factors that determines base pay is what competitors are paying. 
 
TRUE
The basic compensation is determined by all kinds of economic factors: the prevailing pay levels in a particular industry and location, what competitors are paying, whether the jobs are unionized, if the jobs are hazardous, what the individual's level is in the organization, and how much experience he or she has.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	58.
	Stock options are considered a benefit, as part of a compensation package. 
 
FALSE
Stock options are a type of incentive, rather than a benefit, used to induce employees to be more productive or to attract and retain top performers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	59.
	Benefits are additional nonmonetary forms of compensation designed to enrich the lives of all employees in the organization, which are paid all or in part by the organization. 
 
TRUE
Benefits, or fringe benefits, are additional nonmonetary forms of compensation designed to enrich the lives of all employees in the organization, which are paid all or in part by the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 1 Easy
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	60.
	In the United States, benefits account for only about 10% of total employment compensation. 
 
FALSE
Benefits are no small part of an organization's costs. In December 2011, private industry spent an average of $28.57 per hour worked in employment compensation, of which wages and salaries accounted for 70.5% and benefits for the remaining 29.5%.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	61.
	If managers regularly communicate with employees about the incentive pay plan, the organization's plan is more likely to meet its goals. 
 
TRUE
Eighty-nine percent of companies that regularly communicated with their employees said their incentive plans met their goals, compared with only 57% of companies that did not discuss them with their employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	62.
	One of the keys to a successful incentive-pay plan is its uniformity. 
 
FALSE
Five keys to a successful incentive-pay plan are the following, according to consultant Ken Abosch: simplicity, clear goals, realistic goals, consistency with present goals, and regular communication.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	63.
	A transfer can be used to retain an employee's interest and motivation by presenting a new challenge. 
 
TRUE
Employees might be transferred for four principal reasons: (1) to solve organizational problems by using their skills at another location; (2) to broaden their experience in being assigned to a different position; (3) to retain their interest and motivation by being presented with a new challenge; or (4) to solve some employee problems, such as personal differences with their bosses.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	64.
	An employee cannot be dismissed permanently "for cause" for absenteeism. 
 
FALSE
A person can be dismissed permanently "for cause": absenteeism, sloppy work habits, failure to perform satisfactorily, breaking the law, and the like.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	65.
	The great majority of union workers are in the private sector; fewer than 20% of union workers have government jobs. 
 
FALSE
51.4% of unionized workers are in government. They surpassed private-sector union membership in 2009 (see Table 9.5).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 2 Medium
Topic: Labor Management Issues
 



	66.
	The "closed shop," in which an employer may hire for a job only workers who are already in the union, is illegal in the United States. 
 
TRUE
According to Table 9.6, the closed shop, in which an employer may hire only workers for a job who are already in the union, is illegal today.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 2 Medium
Topic: Labor Management Issues
 



	67.
	An arbitrator makes a decision that the parties have agreed will be binding on them. 
 
TRUE
Arbitration is the process in which a neutral third party, an arbitrator, listens to both parties in a dispute and makes a decision that the parties have agreed will be binding on them. Arbitrators are often retired judges.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 1 Easy
Topic: Labor Management Issues
 


 

Multiple Choice Questions
 
	68.
	Which of the following is not a recommended way to stand out in a new job? 
 

	A. 
	Come in early and stay late to observe others.



	B. 
	Underpromise.



	C. 
	Be aware of the power of first impressions.



	D. 
	Make it easy for others to give you feedback.



	E. 
	Overdeliver.


To stand out in the first 60 days of a new job: come in 30 minutes early and stay a little late to see how people behave, get to know some people and listen to what they have to say, be aware of the power of first impressions, make it easy for others to give you feedback, and overdeliver.


 
	AACSB: Analytic
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	69.
	The activities managers perform to plan for, attract, develop, and retain an effective workforce are called 
 

	A. 
	personnel development.



	B. 
	contingency planning.



	C. 
	human resource management.



	D. 
	job analysis.



	E. 
	performance appraisal.


Human resource (HR) management consists of the activities managers perform to plan for, attract, develop, and retain an effective workforce.
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	70.
	The strategic human resource management process includes which of these? 
 

	A. 
	Plan financial resources needed.



	B. 
	Identify social capital.



	C. 
	Orient, train, and develop.



	D. 
	Investigate competitive job positions.



	E. 
	Correct underperformance.


The steps of the strategic human resource management process are: establish the mission and the vision, establish the grand strategy, formulate the strategic plans, plan human resources needed, recruit and select people, orient, train, and develop, and finally, perform appraisals of people (see Figure 9.1).
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	71.
	What is the final step in the strategic human resource management process? 
 

	A. 
	Plan future human resources needs.



	B. 
	Perform appraisals of people.



	C. 
	Assess success of recruitment process.



	D. 
	Orient, train, and develop people.



	E. 
	Recruit and select people.


The steps of the strategic human resource management process are: establish the mission and the vision, establish the grand strategy, formulate the strategic plans, plan human resources needed, recruit and select people, orient, train, and develop, and finally, perform appraisals of people (see Figure 9.1).
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	72.
	The economic or productive potential of employee knowledge and actions is called 
 

	A. 
	human capital.



	B. 
	labor capital.



	C. 
	social capital.



	D. 
	potential capital.



	E. 
	productivity capital.


Human capital is the economic or productive potential of employee knowledge and actions. A present or future employee with the right combination of knowledge, skills, and motivation to excel represents human capital with the potential to give the organization a competitive advantage.
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	73.
	Among aspects of ________ are goodwill, mutual respect, cooperation, and teamwork. 
 

	A. 
	relational capital



	B. 
	social capital



	C. 
	personal capital



	D. 
	productivity capital



	E. 
	human capital


Social capital is the economic or productive potential of strong, trusting, and cooperative relationships. Among aspects of social capital are goodwill, mutual respect, cooperation, trust, and teamwork.
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	74.
	The purpose of the strategic human resource process is to 
 

	A. 
	maintain a stable workforce for the minimum expense.



	B. 
	inform the grand strategy.



	C. 
	formulate human resource-sensitive strategic plans.



	D. 
	find the human resources needed in a timely fashion.



	E. 
	get optimal work performance to help realize company's mission and vision.


The purpose of the strategic human resource process is to get the optimal work performance that will help the company's mission and goals (see Figure 9.1).
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	75.
	A specialist at UPS that rides with couriers to learn about delivery time measurements and potential service problems is conducting a job 
 

	A. 
	posting.



	B. 
	specification.



	C. 
	analysis.



	D. 
	description.



	E. 
	rotation.


The purpose of job analysis is to determine, by observation and analysis, the basic elements of a job. Specialists who do this interview job occupants about what they do, observe the flow of work, and learn how results are accomplished. For example, United Parcel Service has specialists who ride with the couriers and time how long it takes to deliver a load of packages and note what problems are encountered (traffic jams, vicious dogs, recipients not home, and so on).
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	76.
	Susan had been working as an executive assistant to the president for nearly 20 years, so when she retired no one had a good idea of all that her job entailed. Before she left, Ben sat with her for two weeks to observe her duties and ask her the details of all functions. Ben was performing a 
 

	A. 
	behavioral-description interview.



	B. 
	performance appraisal.



	C. 
	informal appraisal.



	D. 
	job analysis.



	E. 
	job rotation.


The purpose of job analysis is to determine, by observation and analysis, the basic elements of a job. Specialists who do this interview job occupants about what they do, observe the flow of work, and learn how results are accomplished.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 3 Hard
Topic: Strategic Human Resource Management
 



	77.
	A ______ summarizes what the holder of the job does and how and why he or she does it. 
 

	A. 
	job specification



	B. 
	realistic job preview



	C. 
	job description



	D. 
	job analysis



	E. 
	performance appraisal


Once the fundamentals of a job are understood, then you can write a job description, which summarizes what the holder of the job does and how and why he or she does it.
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	78.
	In considering the staffing an organization might need in the future, human resource managers should 
 

	A. 
	focus efforts on replacing those who retire or resign.



	B. 
	assume that the organization will not change much.



	C. 
	assume that there will be radical changes in the supply of labor and the nature of the organization's jobs, so planning here must be deferred.



	D. 
	understand the organization's vision and strategy and hire to support them.



	E. 
	hire 10% more people than were needed last year to cover possible growth.


Better than assuming the status quo is to assume the organization will change. Thus, you need to understand the organization's vision and strategic plan so that the proper people can be hired to meet the future strategies and work.
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	79.
	A report listing your organization's employees by name, education, training, languages, and other important information is called a(n) 
 

	A. 
	human resource inventory.



	B. 
	labor register.



	C. 
	skills record.



	D. 
	job analysis.



	E. 
	employee database.


A human resource inventory is a report listing your organization's employees by name, education, training, languages, and other important information.
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	80.
	Gwen, an HR manager, was using reports from the U.S. Bureau of Labor Statistics and the U.S. Census Bureau for information about her industry's labor pool in her geographic area. Gwen is planning to 
 

	A. 
	perform a job analysis.



	B. 
	recruit from inside the organization.



	C. 
	analyze human capital.



	D. 
	develop an affirmative action program.



	E. 
	recruit from outside the organization.


You can recruit employees from either inside or outside the organization. In looking outside, you need to consider the availability of talent in your industry's and geographical area's labor pool, the training of people graduating, and such factors as what kind of people are moving into your area. The U.S. Bureau of Labor Statistics and the U.S. Census Bureau issue reports on such matters.
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	81.
	Passed in 1935, the ______ Act resulted in the National Labor Relations Board. 
 

	A. 
	Wagner



	B. 
	Social Security



	C. 
	Taft-Hartley



	D. 
	Occupational Safety and Health



	E. 
	Civil Rights


Legislation passed in 1935 (the Wagner Act) resulted in the National Labor Relations Board, which enforces procedures so employees may vote to have a union and for collective bargaining.
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	82.
	Which piece of legislation first established the U.S. federal minimum wage? 
 

	A. 
	Wagner Act



	B. 
	Social Security Act



	C. 
	Fair Labor Standards Act



	D. 
	Occupational Safety and Health Act



	E. 
	Civil Rights Act


Passage of the Fair Labor Standards Act of 1938 established minimum living standards for workers engaged in interstate commerce, including provision of a federal minimum wage.
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	83.
	The ______ Act established the Equal Employment Opportunity Commission. 
 

	A. 
	Equal Pay



	B. 
	Wagner



	C. 
	Social Security



	D. 
	Occupational Safety and Health



	E. 
	Civil Rights


The effort to reduce discrimination in employment based on racial, ethnic, and religious bigotry and gender stereotypes began with Title VII of the Civil Rights Act of 1964. This established the Equal Employment Opportunity (EEO) Commission, which enforces antidiscrimination laws.
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	84.
	Which of the following protects employees who raise accusations of fraud to a federal agency? 
 

	A. 
	Privacy Act



	B. 
	Civil Rights Act



	C. 
	Consolidated Omnibus Budget Reconciliation Act (COBRA)



	D. 
	Sarbanes-Oxley Act



	E. 
	Polygraph Protection Act


The Sarbanes-Oxley Act prohibits employers from demoting or firing employees who raise accusations of fraud to a federal agency (see Table 9.1).
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	85.
	The law that requires an extension of health insurance benefits after termination is the 
 

	A. 
	Health Insurance Portability and Accountability Act (HIPAA)



	B. 
	Social Security Act



	C. 
	Consolidated Omnibus Budget Reconciliation Act (COBRA)



	D. 
	Occupational Safety and Health Act



	E. 
	Civil Rights Act


The Consolidated Omnibus Budget Reconciliation Act (COBRA) requires an extension of health insurance benefits after termination (see Table 9.1).
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	86.
	Which of the following requires employers with more than 50 employees to provide health insurance? 
 

	A. 
	Consolidated Omnibus Budget Reconciliation Act (COBRA)



	B. 
	Occupational Safety and Health Act



	C. 
	Health Insurance Portability and Accountability Act (HIPAA)



	D. 
	Social Security Act



	E. 
	Patient Protection and Affordable Care Act


The Patient Protection and Affordable Care Act requires employers with more than 50 employees to provide health insurance (see Table 9.1).
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	87.
	A California software firm was growing rapidly and hiring frequently, but primarily focused on campus recruiting at Berkeley and Stanford. When one older candidate did not get an interview after a phone screening, he went to the company's website and noted all of the young people in charge. He filed a discrimination lawsuit based on which law? 
 

	A. 
	Civil Rights Act



	B. 
	Age Discrimination in Employment Act



	C. 
	Americans with Disabilities Act



	D. 
	Consolidated Omnibus Budget Reconciliation Act (COBRA)



	E. 
	Sarbanes-Oxley Act


The Age Discrimination in Employment Act (ADEA) prohibits discrimination in employees over 40 years old and restricts mandatory retirement (see Table 9.1).
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	88.
	Oscar has a degenerative eye disease that is causing him to gradually lose his eyesight. When Oscar asked his employer to purchase a low vision computer for his use at work, he was instead let go. This violates provisions of the 
 

	A. 
	Civil Rights Act, Title VII.



	B. 
	Patient Protection and Affordable Care Act.



	C. 
	Occupational Safety and Health Act (OSHA).



	D. 
	Americans with Disabilities Act (ADA).



	E. 
	Privacy Act.


The Americans with Disabilities Act (ADA) prohibits discrimination against essentially qualified employees with physical or mental disabilities or chronic illness; requires "reasonable accommodation" be provided so they can perform duties.
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	89.
	______ occurs when people are hired or promoted, or denied hiring or promotion, for reasons not relevant to the job. 
 

	A. 
	Affirmative action



	B. 
	Discrimination



	C. 
	A hiring quota



	D. 
	Quid pro quo



	E. 
	A hostile work environment


Discrimination occurs when people are hired or promoted, or denied hiring or promotion, for reasons not relevant to the job, such as skin color or eye shape, gender, religion, national origin, and the like.
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	90.
	After being referred by a friend, Hasina attended a job interview. She didn't feel it went well but was surprised when her friend told her the boss didn't like that she had worn her hijab, a traditional headscarf. The boss told a coworker after the interview, "Our customers prefer working with Christians." This is an example of 
 

	A. 
	affirmative action.



	B. 
	quid pro quo.



	C. 
	discrimination.



	D. 
	hostile work environment.



	E. 
	favoritism.


Discrimination occurs when people are hired or promoted, or denied hiring or promotion, for reasons not relevant to the job, such as skin color or eye shape, gender, religion, national origin, and the like.
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	91.
	Which type of workplace discrimination occurs when an organization uses an employment practice that results in unfavorable outcomes to a protected class? 
 

	A. 
	Adverse impact



	B. 
	Reverse discrimination



	C. 
	Harassment



	D. 
	Unequal application



	E. 
	Disparate treatment


There are two types of workplace discrimination, adverse impact and disparate treatment. Adverse impact occurs when an organization uses an employment practice or procedure that results in unfavorable outcomes to a protected class (such as Hispanics) over another group of people (such as non-Hispanic whites).
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	92.
	If a firm gives all international assignments to people without disabilities, assuming they will therefore not require special accommodations, which type of workplace discrimination has occurred? 
 

	A. 
	Adverse impact



	B. 
	Harassment



	C. 
	Reverse discrimination



	D. 
	Disparate treatment



	E. 
	Inequality


There are two types of workplace discrimination: adverse impact and disparate treatment. Disparate treatment results when employees from protected groups (such as disabled individuals) are intentionally treated differently. An example would be making a decision to give all international assignments to people with no disabilities because of the assumption that they won't need any special accommodations related to travel.
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	Top managers at Kendrick Construction want to increase the percentages of minorities and women in its ranks. The company began an active recruitment program with a local university and a special career development program. Kendrick has started a(n) ______ plan. 
 

	A. 
	reverse discrimination



	B. 
	equality



	C. 
	civil rights



	D. 
	preferential treatment



	E. 
	affirmative action


Affirmative action focuses on achieving equality of opportunity within an organization. It tries to make up for past discrimination in employment by actively finding, hiring, and developing the talents of people from groups traditionally discriminated against. Steps include active recruitment, elimination of prejudicial questions in interviews, and establishment of minority hiring goals.
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	94.
	Which of the following statements about sexual harassment is true? 
 

	A. 
	A hostile work environment is characterized by a tangible economic harm.



	B. 
	The organization cannot be sued for sexual harassment as long as its managers did not know about the situation.



	C. 
	A person who feels he or she must acquiesce to a sexual proposition in order to keep his or her job is facing a quid pro quo.



	D. 
	Uninvited hugging or patting someone is not considered sexual harassment.



	E. 
	Sexual harassment is defined as occurring between members of the opposite sex.


In the quid pro quo type of sexual harassment, the person to whom the unwanted sexual attention is directed is put in the position of jeopardizing being hired for a job or obtaining job benefits or opportunities unless he or she implicitly or explicitly acquiesces.
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	95.
	Melissa worked in a distribution warehouse for a power tool company. Throughout the building, there were posters and calendars of a sexually explicit nature, and they made Melissa very uncomfortable. This is 
 

	A. 
	a quid pro quo harassment.



	B. 
	not of legal concern because none of the offensive materials are directed at Lauren.



	C. 
	sexual discrimination.



	D. 
	not of legal concern because Lauren is not suffering any economic injury.



	E. 
	a hostile work environment.


In the hostile environment type of sexual harassment, the person being sexually harassed doesn't risk economic harm but experiences an offensive or intimidating work environment.
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	96.
	The process of locating and attracting qualified applicants for jobs open in the organization is called 
 

	A. 
	enlisting.



	B. 
	selection.



	C. 
	hiring.



	D. 
	recruiting.



	E. 
	job posting.


Recruiting is the process of locating and attracting qualified applicants for jobs open in the organization.
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	97.
	Placing information about job vacancies and qualifications in places where employees can see them such as on bulletin boards or the company's intranet is called 
 

	A. 
	job analysis.



	B. 
	realistic job previewing.



	C. 
	position advertising.



	D. 
	recruiting.



	E. 
	job posting.


Most vacant positions in organizations are filled through internal recruitment, mainly through job posting, placing information about job vacancies and qualifications on bulletin boards, in newsletters, and on the organization's intranet.
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	98.
	Which of the following external recruiting methods works best? 
 

	A. 
	Private employment agencies



	B. 
	Employee referrals



	C. 
	Newspaper ads



	D. 
	College recruiters



	E. 
	Unions


In general, the most effective sources are employee referrals because, to protect their own reputations, employees are fairly careful about whom they recommend, and they know the qualifications of both the job and the prospective employee.
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	99.
	Which of the following is true of external recruiting, compared to internal recruiting? 
 

	A. 
	It encourages greater employee loyalty.



	B. 
	The process is cheaper.



	C. 
	The pool of talent is more limited.



	D. 
	It creates the need for multiple recruitments.



	E. 
	The process takes longer.


Among the disadvantages of external recruitment is that the process is more expensive and takes longer (see Table 9.3).
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	100.
	When Jake became one of three final candidates for a managerial position with a large medical supply company, the director of the department scheduled a special meeting with him. There, the two talked about the stressful deadlines and heavy travel required of the position, as well as the great compensation and multiple perks. Jake appreciated that the director took time to conduct a(n) 
 

	A. 
	behavioral-description interview.



	B. 
	realistic job preview.



	C. 
	unstructured interview.



	D. 
	situational interview.



	E. 
	performance appraisal.


A realistic job preview gives a candidate a picture of both positive and negative features of the job and the organization before he or she is hired. People with realistic expectations tend to quit less frequently and be more satisfied than those with unrealistic expectations.
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	101.
	Which of the following statements about background information is false? 
 

	A. 
	Applicants with weak credit scores are more likely to be dishonest employees.



	B. 
	The most prevalent distortion in a résumé is lying about education.



	C. 
	Many employers don't give honest assessments of former employees.



	D. 
	People sometimes attempt to cover gaps in employment history.



	E. 
	People lie about their ages in their application information.


Many employers also like to check applicants' credit references, although there is no evidence that people with weak credit scores are apt to be unqualified or dishonest employees.
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	102.
	The type of interview that is most likely to cause managers problems because of its potential for bias and questionable legality is the 
 

	A. 
	realistic job preview.



	B. 
	unstructured interview.



	C. 
	performance interview.



	D. 
	situational interview.



	E. 
	behavioral description interview.


The unstructured interview has been criticized as being overly subjective and apt to be influenced by the biases of the interviewer. Equally important, nowadays it is susceptible to legal attack, because some questions may infringe on non-job-related matters such as privacy, diversity, or disability.
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	103.
	In an interview Allison asked Jeff to tell her about a time when he was able to overcome some sort of adversity. Allison is conducting a(n) 
 

	A. 
	realistic job preview.



	B. 
	performance interview.



	C. 
	situational interview.



	D. 
	behavioral description interview.



	E. 
	unstructured interview.


In one type of structured interview, the behavioral-description interview, the interviewer explores what applicants have actually done in the past. Example: "What was the best idea you ever sold to a supervisor, teacher, peer, or subordinate?"
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	104.
	Which of the following is a good suggestion for managers when conducting interviews? 
 

	A. 
	Ask about the candidate's family to show personal interest.



	B. 
	The résumé should be used for selection of interview candidates only; ignore it thereafter.



	C. 
	Do more than half of the talking to make sure you are sharing enough about the company and its culture.



	D. 
	Ask questions spontaneously to get the most straightforward answers from the candidate.



	E. 
	After the interview write a short report with a quantitative score of the candidate's qualifications.


After the interview write a short report making some sort of quantitative score of the candidate's qualifications. Indicate your reasons for your decision.
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	105.
	Which of the following is not considered, legally, to be an employment test? 
 

	A. 
	Personality tests



	B. 
	Interviews



	C. 
	Job analyses



	D. 
	Application forms



	E. 
	Educational requirements


Employment tests are legally considered to consist of any procedure used in the employment-selection decision process. Thus, even application forms, interviews, and educational requirements are now considered tests.
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	106.
	The Myers-Briggs Type Indicator is considered a(n) ______ test. 
 

	A. 
	ability



	B. 
	character



	C. 
	performance



	D. 
	personality



	E. 
	reliability


One of the most famous personality tests, in existence for 65-plus years, is the 93-question Myers-Briggs Type Indicator, with about 2.5 million tests given each year throughout the world. Myers-Briggs endures, observers say, "because it does a good job of pointing up differences between people, offers individuals a revealing glimpse of themselves, and is a valuable asset in team-building, improving communication, and resolving personality conflict."
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	When Cara interviewed for a position as an entry-level structural engineer, she was asked to solve several engineering problems by hand. This is an example of a(n) 
 

	A. 
	ability test.



	B. 
	performance test.



	C. 
	aptitude test.



	D. 
	personality test.



	E. 
	capability test.


Performance tests or skills tests measure performance on actual job tasks, as when computer programmers take a test on a particular programming language such as C++.
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	108.
	The degree to which a test measures the same thing consistently is known as its 
 

	A. 
	legality.



	B. 
	reliability.



	C. 
	validity.



	D. 
	significance.



	E. 
	dependability.


With any kind of test, an important legal consideration is the test's reliability, or the degree to which a test measures the same thing consistently, so that an individual's score remains about the same over time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 1 Easy
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	109.
	______ refers to educating ______ employees in skills needed to do their jobs in the future. 
 

	A. 
	Training; technical and operational



	B. 
	Development; technical and operational



	C. 
	Training; managerial and professional



	D. 
	Development; managerial and professional



	E. 
	Orientation; seasoned


Development refers to educating professionals and managers in the skills they need to do their jobs in the future.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 1 Easy
Topic: Orientation, Training, and Development
 



	110.
	Emilio, an HR manager, had a meeting with the director of operations to determine if the new training program appears to be effective in improving productivity on the shop floor. Tracy is performing which step of the training process? 
 

	A. 
	Assessment



	B. 
	Objectives



	C. 
	Selection



	D. 
	Implementation



	E. 
	Evaluation


The training process involves five steps, the last of which is evaluation, in which you check to see if the training is working (see Figure 9.2).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 3 Hard
Topic: Orientation, Training, and Development
 



	111.
	Which of the following training and development methods is most appropriate when people just need to learn facts such as work rules or legal matters? 
 

	A. 
	Videotapes



	B. 
	Role-plays



	C. 
	Practice work



	D. 
	Discussion



	E. 
	Coaching


There are all kinds of training and development methods, and their effectiveness depends on whether what is being taught are facts or skills. If people are to learn facts, such as work rules or legal matters, then lectures, videotapes, and workbooks are effective. If people are to learn skills, such as improving interpersonal relations or using new tools, then techniques such as discussion, role-playing, and practice work better.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	112.
	Keri, an HR manager, is designing a training class for those working on the new cross-functional teams within her company. This class that is aimed at improving group decision making. What method of delivery should she choose? 
 

	A. 
	Lectures



	B. 
	Role-playing



	C. 
	Workbooks



	D. 
	Videotapes



	E. 
	Computer-aided training


There are all kinds of training and development methods, and their effectiveness depends on whether what is being taught are facts or skills. If people are to learn facts, such as work rules or legal matters, then lectures, videotapes, and workbooks are effective. If people are to learn skills, such as improving interpersonal relations or using new tools, then techniques such as discussion, role-playing, and practice work better.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 3 Hard
Topic: Orientation, Training, and Development
 



	113.
	Which of the following is an on-the-job training method? 
 

	A. 
	Role-playing



	B. 
	Videotapes



	C. 
	Job rotation



	D. 
	Classroom programs



	E. 
	Computer-assisted instruction


On-the-job training takes place in the work setting while employees are performing job-related tasks. Four major training methods are coaching, training positions, job rotation, and planned work activities.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	114.
	Which of the following is a form of off-the-job training? 
 

	A. 
	Planned work activities



	B. 
	Classroom instruction



	C. 
	Training positions



	D. 
	Job rotation



	E. 
	Coaching


Off-the-job training consists of classroom programs, videotapes, workbooks, and the like. Lots of off-the-job training consists of computer-assisted instruction (CAI), in which computers are used to provide additional help or to reduce instructional time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	115.
	Performance appraisal consists of 
 

	A. 
	managerial and peer feedback.



	B. 
	setting standards and monitoring performance.



	C. 
	assessing performance and providing feedback.



	D. 
	motivating and counseling.



	E. 
	motivating and monitoring performance.


Feedback about how you're doing at work is part of performance appraisal, which consists of (1) assessing an employee's performance and (2) providing him or her with feedback.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	116.
	MBO is consistent with a(n) ______ performance appraisal. 
 

	A. 
	subordinate



	B. 
	trait



	C. 
	BARS



	D. 
	objective



	E. 
	behavioral


MBO is an objective approach that assesses specific results. Objective appraisals are based on facts and are often numerical and thus MBO is consistent with this type of appraisal.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	117.
	Amy is a sales manager and she is conducting performance appraisals for her team members. To do so, she tracks each person's sales calls and revenues on a quarterly basis. Amy is using a(n) ______ system of appraisal. 
 

	A. 
	objective



	B. 
	behavioral



	C. 
	trait



	D. 
	informal



	E. 
	360-degree


Objective appraisals, also called results appraisals, are based on facts and are often numerical. In these kinds of appraisals, you would keep track of such matters as the numbers of products the employee sold in a month or the number of sales calls each made.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 3 Hard
Topic: Performance Appraisal
 



	118.
	The type of appraisal that is most subject to validity problems due to evaluator bias is the ______ appraisal. 
 

	A. 
	behavioral



	B. 
	360-degree feedback



	C. 
	objective



	D. 
	results



	E. 
	trait


Trait evaluations may be easy to create and use, but their validity is questionable because the evaluator's personal bias can affect the ratings.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	119.
	The type of performance appraisal that consists of ratings of subjective attributes like attitude or leadership is a(n) ______ appraisal. 
 

	A. 
	objective



	B. 
	trait



	C. 
	behavioral



	D. 
	self



	E. 
	360-degree


Trait appraisals are ratings of such subjective attributes as "attitude," "initiative," and "leadership."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	120.
	The type of performance appraisal that judges specific, observable aspects of performance like being on time for work is a(n) ______ appraisal 
 

	A. 
	results



	B. 
	objective



	C. 
	trait



	D. 
	behavioral



	E. 
	MBO


Behavioral appraisals measure specific, observable aspects of performance, like being on time for work, although making the evaluation is still somewhat subjective.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	121.
	Lottie is conducting a performance appraisal for Matt, one of her subordinates. The company's performance appraisal form asks her to rate Matt's performance on various items like "Turns in reports on time with minimal errors" on a scale from 1 to 5. Lottie's company has a(n) ______ appraisal system. 
 

	A. 
	results



	B. 
	objective



	C. 
	trait



	D. 
	BARS



	E. 
	MBO


The behaviorally anchored rating scale (BARS) rates employee gradations in performance according to scales of specific behaviors. For example, a five-point BARS rating scale about attendance might go from "Always early for work" to "Frequently late," with gradations in between.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 3 Hard
Topic: Performance Appraisal
 



	122.
	A feedback technique in which an employee is appraised by her boss, peers, subordinates, and possibly clients is called a(n) 
 

	A. 
	MBO appraisal.



	B. 
	reciprocal appraisal.



	C. 
	BARS appraisal.



	D. 
	360-degree appraisal.



	E. 
	results appraisal.


In the 360-degree feedback appraisal employees are appraised not only by their superiors but also by peers, subordinates, and sometimes clients, thus providing several perspectives.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	123.
	Using 360-degree feedback appraisals to trigger pay and personnel decisions puts ______ at risk. 
 

	A. 
	trust



	B. 
	change



	C. 
	feedback



	D. 
	performance



	E. 
	development


At the heart of the 360-degree feedback process is the matter of trust. "Trust determines how much an individual is willing to contribute for an employer," says one expert. "Using 360 confidentially, for developmental purposes, builds trust; using it to trigger pay and personnel decisions puts trust at risk."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	124.
	A performance review system in which all employees within a business unit are ranked against one another is known as a 
 

	A. 
	standard curve.



	B. 
	normal distribution.



	C. 
	performance positioning.



	D. 
	forced ranking.



	E. 
	unit grading.


In forced ranking performance review systems, all employees within a business unit are ranked against one another and grades are distributed along some sort of bell curve.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 1 Easy
Topic: Performance Appraisal
 



	125.
	Carmela was surprised to learn that at her company not everyone would receive a bonus this year. Instead, management planned to rank all of the employees in her division and award bonuses only to the top 20%. This is an example of a ______ performance review system. 
 

	A. 
	standard curve.



	B. 
	normal distribution.



	C. 
	functional positioning.



	D. 
	forced ranking.



	E. 
	unit grading.


In forced ranking performance review systems, all employees within a business unit are ranked against one another and grades are distributed along some sort of bell curve.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 3 Hard
Topic: Performance Appraisal
 



	126.
	The point of the performance appraisal is to 
 

	A. 
	provide a paper trail of manager-employee interactions.



	B. 
	stimulate better job performance.



	C. 
	demonstrate correct methods for work procedures.



	D. 
	make sure that the subordinate's behavior is tightly controlled.



	E. 
	avoid legal problems, especially discrimination complaints.


The whole point of performance appraisal is to stimulate better job performance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	127.
	In giving feedback to a subordinate, a manager should 
 

	A. 
	communicate her general impression of the subordinate.



	B. 
	avoid giving negative feedback.



	C. 
	deliver feedback through a one-way communication process.



	D. 
	save giving feedback for annual or semi-annual formal appraisals.



	E. 
	keep diaries about specific incidents of the subordinates' performance.


Managers are sometimes advised to keep diaries about specific incidents so they won't have to rely on their memories (and so that their evaluations will be more lawsuit-resistant). Facts should always be used rather than impressions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	128.
	Which of the following is the best statement of feedback? 
 

	A. 
	"You're always doing personal stuff at work."



	B. 
	"That's the wrong way to sort those packages."



	C. 
	"You are really unmotivated at work lately."



	D. 
	"Your last report contained seven errors which I think you could improve."



	E. 
	"You've got to figure out how to improve your relationship with Susie."


In giving feedback, you should be specific in describing the employee's present performance and in the improvement you desire (see Table 9.4).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 3 Hard
Topic: Performance Appraisal
 



	129.
	Which of the following is not a type of compensation? 
 

	A. 
	Wages



	B. 
	Promotions



	C. 
	Incentives



	D. 
	Benefits



	E. 
	Salaries


Compensation has three parts: (1) wages or salaries, (2) incentives, and (3) benefits.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 1 Easy
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	130.
	Which of the following is an example of an employee benefit? 
 

	A. 
	Education reimbursements



	B. 
	Commissions



	C. 
	Profit-sharing plans



	D. 
	Bonuses



	E. 
	Stock options


Benefits, or fringe benefits, are additional nonmonetary forms of compensation designed to enrich the lives of all employees in the organization, which are paid all or in part by the organization. Examples are many: health insurance, dental insurance, life insurance, disability protection, retirement plans, holidays off, accumulated sick days and vacation days, and education reimbursement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	131.
	Executives often negotiate generous severance packages that they receive if the company is taken over by another. These are known as 
 

	A. 
	quid pro quo.



	B. 
	golden parachutes.



	C. 
	maquiladoras.



	D. 
	BARS.



	E. 
	360-degree pay.


For top executives, benefits may include "golden parachutes," generous severance pay for those who might be let go in the event the company is taken over by another company.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	132.
	Which of the following is not a characteristic of a successful incentive pay plan? 
 

	A. 
	Clear goals



	B. 
	Regular communication with employees about the incentive plan



	C. 
	Realistic goals



	D. 
	Complex and comprehensive rules



	E. 
	Consistency with the organization's existing goals


Five keys to a successful incentive-pay plan are: simplicity, clear goals, realistic goals, consistency with organization's present goals, and regular communication with employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	133.
	In managing subordinates under an incentive pay plan, a manager should 
 

	A. 
	regularly communicate with subordinates about the plan.



	B. 
	set goals with subordinates, but then leave them alone to pursue those goals.



	C. 
	change the plan frequently to continue to motivate subordinates.



	D. 
	set "stretch" goals that are very difficult (perhaps impossible) to achieve.



	E. 
	design complex plans that cover all contingencies.


Managers should regularly communicate with employees about the incentive plan. People want a scorecard.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	134.
	In considering a promotion for a subordinate, a manager must ensure fairness and 
 

	A. 
	openness.



	B. 
	permanence.



	C. 
	profitability.



	D. 
	nondiscrimination.



	E. 
	safety.


Promotion, which means moving an employee to a higher-level position, is the most obvious way to recognize that person's superior performance (apart from giving raises and bonuses). Three concerns for managers are fairness, nondiscrimination, and others' resentments.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	135.
	Which of the following is not a principal reason why an employee may be transferred? 
 

	A. 
	Employee's skills are needed in another part of the organization.



	B. 
	To retain employee interest and motivation by presenting a new challenge.



	C. 
	Employee is suspected of illegal behavior.



	D. 
	Employee has a personal differences with present boss.



	E. 
	To broaden employee experience.


There are four principal reasons why employees might be transferred: (1) to solve organizational problems by using their skills at another location; (2) to broaden their experience in being assigned to a different position; (3) to retain their interest and motivation by being presented with a new challenge; or (4) to solve employee problems, such as personal differences with a boss.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	136.
	If employees have been dismissed "for cause," this means that 
 

	A. 
	they have the right to get their position back in the future.



	B. 
	they quit the job.



	C. 
	the company is downsizing, and their jobs are permanently eliminated.



	D. 
	they are being laid off.



	E. 
	they are being fired for their job performance.


The phrase being "fired", with all its euphemisms and synonyms like being "terminated," "separated," "let go," or "canned", tends to mean that a person was dismissed permanently "for cause" : absenteeism, sloppy work habits, failure to perform satisfactorily, breaking the law, and the like.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	137.
	The risk of "wrongful termination" lawsuits is reduced with careful 
 

	A. 
	coaching.



	B. 
	discussion at the time of dismissal.



	C. 
	documentation.



	D. 
	employee training.



	E. 
	goal setting.


Today, because of the changing legal climate, steps must be taken to avoid employees suing for "wrongful termination." That is, an employer has to carefully document the reasons for dismissals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	138.
	______ means that anyone can be dismissed at any time for any reason at all, or for no reason. 
 

	A. 
	Employment at will



	B. 
	Capricious dismissal



	C. 
	Quid pro quo



	D. 
	Nonrational dismissal



	E. 
	Fair termination


"Employment at will" is the governing principle of employment in the great majority of states, which means that anyone can be dismissed at any time for any reason at all, or for no reason.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 1 Easy
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	139.
	Hezekiah has an employee, Pamela, who has had frequent outbursts in the workplace when dealing with others. Despite repeated attempts to correct her behavior, she has not improved. Which of the following is a good suggestion for handling this case? 
 

	A. 
	Fire Pamela if her outbursts continue for another year.



	B. 
	Fire Pamela effective immediately, and have her escorted off the premises.



	C. 
	Use Pamela's dismissal as an example to others to increase their productivity.



	D. 
	Dismiss Pamela, but offer her assistance in finding another job.



	E. 
	Don't dismiss Pamela because she needs your sympathy.


Knowledgeable employers offer dismissed employees assistance in finding another job. Bad treatment of departing employees can destroy the commitment of those who stay.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 3 Hard
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	140.
	_______ are organizations of employees formed to protect and advance their members' interests by bargaining with management over job-related issues. 
 

	A. 
	Mediation firms



	B. 
	Right-to-work groups



	C. 
	COLA organizations



	D. 
	Arbitration associations



	E. 
	Labor unions


Labor unions are organizations of employees formed to protect and advance their members' interests by bargaining with management over job-related issues. Although the union movement is less the powerhouse than it was in the 1950s, it is still a force in many sectors of the economy.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 1 Easy
Topic: Labor Management Issues
 



	141.
	The part of the labor-management agreement that states that employees who receive union benefits must join the union, or at least pay dues to it, is known as the 
 

	A. 
	union security clause.



	B. 
	right-to-work clause.



	C. 
	COLA clause.



	D. 
	givebacks clause.



	E. 
	agency clause.


The basic underpinning of union security is the union security clause, the part of the labor-management agreement that states that employees who receive union benefits must join the union, or at least pay dues to it.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 1 Easy
Topic: Labor Management Issues
 



	142.
	Bethany had a starring role in a film that was shot in her hometown of Baton Rouge, Louisiana. Though the Screen Actors Guild, an actors' union, exists in Louisiana, Bethany was not required to join it because of the state's ________ law. 
 

	A. 
	union security



	B. 
	right-to-work



	C. 
	givebacks



	D. 
	COLA



	E. 
	agency


Individual states are allowed (under the 1947 Taft-Hartley Act) to pass legislation outlawing union and agency shops. As a result, 22 states have passed right-to-work laws, statutes that prohibit employees from being required to join a union as a condition of employment.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 3 Hard
Topic: Labor Management Issues
 



	143.
	Typically the ________ in a union contract is tied to the U.S. Bureau of Labor Statistics' consumer price index (CPI). 
 

	A. 
	union security clause



	B. 
	right-to-work clause



	C. 
	COLA clause



	D. 
	givebacks clause



	E. 
	agency clause


Because the cost of living is always going up (at least so far), unions often try to negotiate a cost-of-living adjustment (COLA) clause, which during the period of the contract ties future wage increases to increases in the cost of living, as measured by the U.S. Bureau of Labor Statistics' consumer price index (CPI).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 2 Medium
Topic: Labor Management Issues
 



	144.
	In 2009, the United Auto Workers union negotiated with Ford Motor Company a variety of ________, such as a $1/hour pay decrease and changes to overtime structure, designed to prevent Ford from declaring bankruptcy. 
 

	A. 
	union security clauses



	B. 
	right-to-work agreements



	C. 
	COLAs



	D. 
	givebacks



	E. 
	arbitration agreements


During tough economic times, when a company (or, in the case of public employee unions, a municipality) is fighting for its very survival, management and labor may negotiate givebacks, in which the union agrees to give up previous wage or benefit gains in return for something else.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 3 Hard
Topic: Labor Management Issues
 



	145.
	If a grievance procedure is not sufficient to solve a labor-management dispute, a binding decision may be sought from 
 

	A. 
	a shop steward.



	B. 
	the AFL-CIO.



	C. 
	a mediator.



	D. 
	the EEOC.



	E. 
	an arbitrator.


Arbitration is the process in which a neutral third party, an arbitrator, listens to both parties in a dispute and makes a decision that the parties have agreed will be binding on them. Arbitrators are often retired judges.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 2 Medium
Topic: Labor Management Issues
 


 

Essay Questions
 
	146.
	Explain what human resource management is, and explain the steps in the strategic human resource management process. 
 

HRM consists of the activities needed to plan for, attract, develop, and retain an effective workforce.
The steps in the strategic HRM process are:

1. Use the mission and vision, grand strategy, and strategic plan.
2. Plan the human resources needed.
3. Recruit and select people.
4. Orient, train, and develop people.
5. Perform appraisals of people.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-01 How do effective managers view the role of people in their organization's success?
Level of Difficulty: 2 Medium
Topic: Strategic Human Resource Management
 



	147.
	Explain the four major areas of human resource law and give an example of legislation pertaining to each. 
 

Human resource laws fall under four broad categories:

1. Labor relations (The Wagner Act, The Taft-Hartley Act).
2. Compensation and benefits (The Social Security Act, Fair Labor Standards Act).
3. Health and safety (OSHA).
4. Equal employment opportunity (Title VII of the Civil Rights Act of 1964).

The student may select examples for each area from Table 9.1 as well.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 2 Medium
Topic: The Legal Requirements of Human Resource Management
 



	148.
	Define the two types of sexual harassment and provide an example of each. What are some steps you can follow in the workplace to avoid sexually harassing others? 
 

There are two types of sexual harassment:

1. Quid pro quo: tangible economic injury. In the quid pro quo type, the person to whom the unwanted sexual attention is directed is put in the position of jeopardizing being hired for a job or obtaining job benefits or opportunities unless he or she implicitly or explicitly acquiesces. An example is threatening punishment unless sexual favors are given.
2. Hostile environment: offensive work environment. In the hostile environment type, the person being sexually harassed doesn't risk economic harm but experiences an offensive or intimidating work environment. Examples include obscene gestures, sex-stereotyped jokes, sexually oriented posters and graffiti, suggestive remarks.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-02 To avoid exposure to legal liabilities; what areas of the law do I need to be aware of?
Level of Difficulty: 3 Hard
Topic: The Legal Requirements of Human Resource Management
 



	149.
	Give the advantages and disadvantages of internal and external recruiting. 
 

Internal Recruiting:

Advantages: Greater motivation, loyalty and morale for existing employees, lower costs, fewer risks as candidates are already known and familiar with firm

Disadvantages: Limits the pool of available talent, may cause employees to become complacent, filling a job from inside merely shifts where a vacancy exists

External Recruiting:

Advantages: Potentially greater ability to obtain specialized knowledge and experience, fresh viewpoints

Disadvantages: More expensive and takes longer, higher risk because candidates from outside are less well known


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 2 Medium
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	150.
	Describe the right way to conduct an interview. Give three examples of questions you would ask. 
 

Before the interview, define your needs and review résumés. Write out interview questions, and ask each candidate the same set of questions. Questions should test for candidates' relevant knowledge, handling of difficult situations, willingness to cope with the job's demands, and fit with the organization's culture.

The interview itself should be structured and should consist of situational or behavioral description questions. The interview should begin with a short warm-up period that establishes rapport and gives a first impression, followed by a long period asking the questions that tell the applicant's story, and finally a short closing period that sets up the next steps.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 09-03 How can I reduce mistakes in hiring and find great people who might work for me?
Level of Difficulty: 3 Hard
Topic: Recruitment and Selection: Putting the Right People into the Right Jobs
 



	151.
	After an effective orientation, the employee should emerge with information about which three matters? 
 

Following orientation, the employee should emerge with information about three matters:

1. The job routine: At minimum, the new employee needs to have learned what is required in the job for which he or she was hired, how the work will be evaluated, and who the immediate coworkers and managers are.
2. The organization's mission and operations: Certainly all managers need to know what the organization is about—its purpose, products or services, operations, and history. And it's now understood that low-level employees perform better if they, too, have this knowledge.
3. The organization's work rules and employee benefits: This may include formalized work rules, overtime requirements, grievance procedures, and employee benefits. There are also matters of law (such as those pertaining to sexual harassment) affecting work operations that every employee should be made aware of.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-04 Once people are hired; what's the best way to see that they do what they're supposed to do?
Level of Difficulty: 2 Medium
Topic: Orientation, Training, and Development
 



	152.
	Describe the different types of performance appraisals. Which is least valid, and why? 
 

The different types are: Objective (results); and subjective (trait and behavioral). Trait appraisals are the least valid because they run a greater risk of bias by the rater. Also, subjective appraisals run a greater risk of legal challenge for discrimination.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	153.
	Describe the 360-degree feedback appraisal technique. 
 

In this technique, an employee chooses 6-12 people (boss, coworkers, subordinates, clients) who fill out anonymous forms about his or her performance. The employee goes over the results with the manager, and they develop a long-term plan for performance improvement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-05 How can I assess employees' performance more accurately and give more effective feedback?
Level of Difficulty: 2 Medium
Topic: Performance Appraisal
 



	154.
	What is the purpose of incentive plans? Describe the characteristics of a successful incentive pay plan. 
 

To induce employees to be more productive or to attract and retain top performers, many organizations offer incentives, such as commissions, bonuses, profit-sharing plans, and stock options.

An effective incentive pay plan has five characteristics:

1. Simplicity: plan can be explained clearly and quickly
2. Clear goals
3. Realistic goals
4. Consistency with the organization's present goals
5. Regular communication about the plan (feedback)


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-06 What are the various forms of compensation?
Level of Difficulty: 2 Medium
Topic: Managing an Effective Workforce: Compensation and Benefits
 



	155.
	Explain the three types of dismissals. 
 

Dismissals are of three sorts:

Layoff suggests that a person has been dismissed temporarily and may be recalled later when economic conditions improve.

A downsizing is a permanent dismissal; there is no rehiring later.

Firing means a person was dismissed permanently "for cause" such as absenteeism, sloppy work habits, failure to perform satisfactorily, breaking the law, and the like.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-07 What are some guidelines for handling promotions; transfers; disciplining; and dismissals?
Level of Difficulty: 2 Medium
Topic: Managing Promotions, Transfers, Disciplining, and Dismissals
 



	156.
	Identify the four types of unionized and nonunionized workplaces, and explain how they differ. Comment on the legal status of each. 
 

The four basic kinds of workplaces are: closed shop, union shop, agency shop, and open shop (see Table 9.6).

1. Closed shop: Employer may hire only workers for a job who are already in the union (Illegal)
2. Union shop: Workers aren't required to be union members when hired for a job but must join the union within a specified time (Not allowed in 22 states, called right-to-work states)
3. Agency shop: Workers must pay equivalent of union dues, but aren't required to join the union
(Applies to public-sector teachers in some states, prohibited in others)
4. Open shop: Workers may choose to join or not join a union (Applies in 22 states, called right-to-work states)


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 09-08 What are the principal processes and issues involved in organizing labor unions?
Level of Difficulty: 2 Medium
Topic: Labor Management Issues
 




Chapter 10 Organizational Change & Innovation: Lifelong Challenges for the Exceptional Manager Answer Key


 

True / False Questions
 
	1.
	An important component of dealing with change is to allow grieving over the loss of old ways.

TRUE
Ways to deal with change and innovation include allowing grieving. Managers overseeing change need to give long-term employees a chance to grieve over the loss of the old ways, says McGuinn, who found staffers were more willing to change after they had a chance to vent their fears.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	2.
	People are generally comfortable with and embrace change, even change in apparently major matters.

FALSE
People are generally uncomfortable about change, even change in apparently minor matters. If small changes can cause uneasiness, large changes can cause considerable stress.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	3.
	According to Jim Collins, researcher of enduring great companies, hubris and denial are among the stages of institutional decline.

TRUE
Jim Collins, researcher of enduring great companies, has found that there are five stages of institutional decline. The stages, which are largely self-inflicted, include stage 1, hubris born of success, and stage 3, denial of risk and peril.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	4.
	The marketplace is becoming more homogeneous and moving toward more similar products.

FALSE
"Our culture and economy are increasingly shifting away from a focus on a relatively small number of hits (mainstream products and markets) … and moving toward a huge number of niches," says Chris Anderson in The Long Tail.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	5.
	Demassification refers to a trend of customer groups being segmented into smaller, specialized groups responding to narrowly targeted messages.

TRUE
In the recent past, managers could think in terms of mass markets: mass communication, mass behavior, and mass values. Now we have "demassification," with customer groups becoming segmented into smaller and more specialized groups responding to more narrowly targeted commercial messages.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	6.
	One of the strengths of Virgin Group Ltd. is its ability to enter new businesses quickly.

TRUE
Virgin Group Ltd., headed by Sir Richard Branson, is known mainly for its music and airline businesses, but it has entered several new businesses (mobile phones, credit cards, hotels, games, trains, even space travel) one after the other and very quickly. Virgin Comics, aimed at India's multibillion-dollar comics market, went from idea to public announcement in less than 11 months.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	7.
	Successful large companies are more able than other firms to survive and prosper in an environment of radically innovative change.

FALSE
Clayton M. Christensen, a Harvard Business School professor, thinks it's very difficult for an existing successful company to take full advantage of a technological breakthrough such as digitalization, what he calls "disruptive innovation." Instead, he argues that such a company should set up an entirely separate organization that can operate much like a start-up.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	8.
	China and India are changing the way American companies work, in part, through substantial labor savings.

TRUE
China, India, Mexico, the Philippines, and other countries offer workers and even professionals willing to work twice as hard for half the pay, giving American businesses substantial labor savings. These developing nations also, says BusinessWeek, offer "enormous gains in efficiency, productivity, quality, and revenues that can be achieved by fully leveraging offshore talent."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	9.
	Information is rapidly becoming the new competitive advantage.

FALSE
"Information is rapidly becoming a profitless commodity, and knowledge is becoming the new competitive advantage," says San Diego management consultant Karl Albrecht. Unlike routine information handling, knowledge work is analytic and involves problem solving and abstract reasoning, exactly the kind of thing required of skillful managers, professionals, salespeople, and financial analysts.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	10.
	The two types of change are practical and theoretical.

FALSE
As a manager, you will typically have to deal with two types of change: reactive and proactive.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	11.
	Reactive change is carefully thought out.

FALSE
When managers talk about "putting out fires," they are talking about reactive change, making changes in response to problems or opportunities as they arise. In contrast to reactive change, proactive change or planned change involves making carefully thought-out changes in anticipation of possible or expected problems or opportunities.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	12.
	Proactive change involves making carefully thought-out changes in anticipation of possible or expected problems or opportunities.

TRUE
In contrast to reactive change, proactive change or planned change involves making carefully thought-out changes in anticipation of possible or expected problems or opportunities.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	13.
	BP handled the 2010 oil spill crisis in the Gulf of Mexico in a proactive manner.

FALSE
When managers talk about "putting out fires," they are talking about reactive change, making changes in response to problems or opportunities as they arise. This is the approach of BP here, as they did not use all preventative technology and did not immediately have a method to stop the leaks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	14.
	Hasbro's move to create a version of its Monopoly game for iPad for technology-obsessed children is an example of proactive change.

TRUE
Proactive change or planned change involves making carefully thought-out changes in anticipation of possible or expected problems or opportunities. Examples of proactive change include toymakers converting classic games and toys such as Monopoly and Barbie for use on iPad screens to entertain technology-obsessed children.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	15.
	Coleman Natural Foods began selling natural beef back when most shoppers were unaware of the term. This is an example of proactive change.

TRUE
Proactive change or planned change involves making carefully thought-out changes (raising organic cattle) in anticipation of possible or expected problems or opportunities (the current organic trend).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	16.
	The need for change comes solely from outside the organization.

FALSE
The forces for change occur both outside and inside the organization and are shown in Figure 10.1.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	17.
	Employee problems are one type of outside force for change in the organization.

FALSE
The four outside forces include demographic characteristics, market changes, technological advancements, and social and political pressures. Employee problems and managers' behavior are the inside forces (see Figure 10.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	18.
	Managers' behavior is one type of inside force for change in the organization.

TRUE
Employee problems and managers' behavior are the inside forces for change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	19.
	Secondhand shops suffering from a recession-induced decline in thrift store donations is an example of an outside force for organizational change.

TRUE
The four outside forces include demographic characteristics, market changes, technological advancements, and social and political pressures. A recession is an example of a market change that has drastically affected many organizations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	20.
	While customers may act as a force for change, shareholders support stability.

FALSE
Shareholders have begun to be more active in pressing for organizational change. Customers are also becoming more demanding, being more inclined to take their business elsewhere if they do not get what they want from a given company.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	21.
	Job dissatisfaction within an organization can be an indicator that change is needed.

TRUE
Job dissatisfaction, as expressed through high absenteeism and turnover, can be a major signal of the need for change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	22.
	Putting an end to servant leadership is a change that is likely to improve manager-employee relationships.

FALSE
"New managers tend to struggle when dealing with regular, day-to-day issues, like people on the team who don't meet deadlines," says Vicki Foley, a director of a career consulting firm. One solution is to become a "servant leader," seeing yourself as someone who helps others do their jobs, fixing problems and giving employees the tools they need.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	23.
	The four areas in which change is most apt to be needed are people, technology, structure, and strategy.

TRUE
Change can involve any part of the organization. Models of change, however, reveal four targeted areas in which change is most apt to be needed: people, technology, structure, and strategy.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	24.
	People changes in an organization are not required until that organization reaches about 20 people in size, when the level of specialization reaches a critical point.

FALSE
Even in a two-person organization, people changes may be required.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	25.
	In the context of change, technology refers to computer technology used to gain a competitive advantage.

FALSE
Technology is not just computer technology; it is any machine or process that enables an organization to gain a competitive advantage in changing materials used to produce a finished product.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	26.
	The recent structural trend is toward a taller organizational hierarchy.

FALSE
Changes in strategy frequently require changes in structure. The recent trend is toward "flattening the hierarchy," eliminating several middle layers of management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	27.
	Sabotage can be a form of resistance to change in the workplace.

TRUE
Resistance to change is an emotional/behavioral response to real or imagined threats to an established work routine. Resistance can be as subtle as passive resignation and as overt as deliberate sabotage.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	28.
	Mistrust between change agents and employees can cause failure of well-conceived changes.

TRUE
Resistance to change is reduced when change agents and employees have a trusting relationship and faith in each other's intentions. Mistrust, on the other hand, encourages secrecy, which begets deeper mistrust, and can doom an otherwise well-conceived change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	29.
	Innovative change is the least threatening type of change and is therefore least likely to create resistance.

FALSE
Adaptive change is reintroduction of a familiar practice, the implementation of a kind of change that has already been experienced within the same organization. This form of change is lowest in complexity, cost, and uncertainty. Because it is familiar, it is the least threatening to employees and thus will create the least resistance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 1 Easy
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	30.
	Adaptive change involves introducing a practice that is new to an industry.

FALSE
Adaptive change is reintroduction of a familiar practice, the implementation of a kind of change that has already been experienced within the same organization. Radically innovative change involves introducing a practice that is new to the industry.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 1 Easy
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	31.
	Innovative change is the introduction of a practice that is new to the organization.

TRUE
Innovative change is the introduction of a practice that is new to the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 1 Easy
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	32.
	The most complex, costly, and uncertain kind of change is known as radically innovative change.

TRUE
Radically innovative change involves introducing a practice that is new to the industry. Because it is the most complex, costly, and uncertain, it will be felt as extremely threatening to managers' confidence and employees' job security and may well tear at the fabric of the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	33.
	Changes in power structures that occur with administrative and technological changes are generally embraced by employees because of the new opportunities they present.

FALSE
Administrative and technological changes that threaten to alter power bases or eliminate jobs, as often happens during corporate restructurings that threaten middle-management jobs, generally trigger strong resistance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	34.
	One of the reasons employees resist change is fear of the unknown.

TRUE
Surprise and fear of the unknown are causes of employee resistance. When radically different changes are introduced without warning, without any official announcements, the office rumor mill will go into high gear, and affected employees will become fearful of the implications of the changes. Harvard business scholar Rosabeth Moss Kanter recommends that in such cases a transition manager should be appointed and charged with keeping all relevant parties adequately informed.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	35.
	According to Lewin, for unfreezing to take place, people need to become dissatisfied with the old way of doing things.

TRUE
In the unfreezing stage, managers try to instill in employees the motivation to change, encouraging them to let go of attitudes and behaviors that are resistant to innovation. For this "unfreezing" to take place, employees need to become dissatisfied with the old way of doing things.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	36.
	In the refreezing stage of change of Lewin's change model, employees need to be given new information, perspectives, and models for behavior.

FALSE
In the changing stage, employees need to be given the tools for change: new information, new perspectives, and new models of behavior.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	37.
	Benchmarking is a technique that can be used in the refreezing stage of Lewin's change model.

FALSE
One technique used in Stage 1, to help unfreeze organizations, is benchmarking, a process by which a company compares its performance with that of high-performing organizations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	38.
	During the refreezing stage of Lewin's change model, managers should model the change themselves, as well as coach employees and reinforce the desired behaviors.

TRUE
Managers can assist the refreezing by encouraging employees to exhibit the new change and then, through additional coaching and modeling, by reinforcing the employees in the desired change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	39.
	Kotter's change step of anchoring new approaches in the culture corresponds to refreezing in Lewin's model.

TRUE
Kotter's step 8, corresponding to refreezing, is to anchor new approaches in the organization's culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	40.
	Kotter's research reveals that management of organizational change is more essential than leadership throughout it.

FALSE
Kotter's research reveals that successful organizational change is 70%-90% leadership and only 10%-30% management. Senior managers are thus advised to focus on leading rather than on managing change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	41.
	OD focuses specifically on the technology aspects of change.

FALSE
OD focuses specifically on people in the change process. Organization development (OD) is a set of techniques for implementing planned change to make people and organizations more effective.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	42.
	A change agent is a behavioral sciences consultant who helps organizations deal with old problems in new ways.

TRUE
Often OD is put into practice by a person known as a change agent, a consultant with a background in behavioral sciences who can be a catalyst in helping organizations deal with old problems in new ways.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 1 Easy
Topic: Organizational Development: What It Is, What It Can Do
 



	43.
	One of the primary situations in which OD is used is when adapting to mergers.

TRUE
OD is used to address matters such as managing conflict, revitalizing organizations, and adapting to mergers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	44.
	Even when it comes to technology-induced change, OD can be helped by opening communication and dealing with stress.

TRUE
Information technology is wreaking such change that nearly all organizations are now in the position of having to adopt new behaviors in order to resist decline. OD can help by opening communication, fostering innovation, and dealing with stress.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	45.
	The three steps of the OD process are diagnosis, experimentation, and adaptation.

FALSE
OD managers and consultants follow a medical-like model. They approach the organization as if it were a sick patient, using diagnosis, intervention, and evaluation, or rather "diagnosing" its ills, "prescribing" treatment or intervention, and "monitoring" or evaluating progress (see Figure 10.3).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 1 Easy
Topic: Organizational Development: What It Is, What It Can Do
 



	46.
	The first step of the OD process is evaluation, which uses employee surveys, interviews, and observation to ascertain attitudes and problem areas.

FALSE
To carry out the diagnosis, the first step of the OD process, OD consultants or managers use some combination of questionnaires, surveys, interviews, meetings, records, and direct observation to ascertain people's attitudes and to identify problem areas (see Figure 10.3).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 1 Easy
Topic: Organizational Development: What It Is, What It Can Do
 



	47.
	In the OD process, feedback is used to refine the diagnosis.

TRUE
If the evaluation in the OD process shows that the procedure is not working effectively, the conclusions drawn are then applied (see feedback loop) to refining the diagnosis, and the process starts again (see Figure 10.3).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	48.
	Intervention is the treatment phase of OD in which problems are corrected.

TRUE
In OD, "treatment" or intervention is the attempt to correct the diagnosed problems.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 1 Easy
Topic: Organizational Development: What It Is, What It Can Do
 



	49.
	Hard data about absenteeism, turnover, and profitability are used in the intervention stage of the OD process.

FALSE
An OD program needs objective evaluation (the last step) to see if it has done any good. Answers may lie in hard data about absenteeism, turnover, grievances, and profitability, which should be compared with earlier statistics.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	50.
	Patagonia was satisfied with its OD intervention to become greener.

FALSE
Not finding a substitute for the possibly-toxic PFOA coatings is not ecologically satisfying, but the company insists on maintaining quality. "We don't want to sacrifice quality for environmental reasons," says Jill Dumain, Patagonia's director of environmental analysis. "If a garment is thrown away sooner due to a lack of durability, we haven't solved any environmental problem."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	51.
	In OD, combined interventions have been found to work better than single interventions.

TRUE
OD success stories tend to use multiple interventions. Goal setting, feedback, recognition and rewards, training, participation, and challenging job design have had good results in improving performance and satisfaction. Combined interventions have been found to work better than single ones.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	52.
	An OD intervention that worked in the United States is likely to work equally well around the world because the practices are very fundamental to human nature.

FALSE
OD effectiveness is affected by cross-cultural considerations. Thus, an OD intervention that worked in one country should not be blindly applied to a similar situation in another country.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	53.
	Innovation differs from creativity or invention in that it requires useful application.

TRUE
Innovation is the activity of creating new ideas and converting them into useful applications. Innovation is different from invention, which entails the creation of something new. It is also different from creativity, which is the process of developing something new or unique.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	54.
	Innovation most often happens in a "eureka" moment of epiphany.

FALSE
Many people think that innovation often happens in a bolt-from-the-blue moment of discovery. Most of the time, however, innovation is the product of hard work and dedication, "forged by a mixed bag of coworkers from up, down, and across an organization, sitting and wrangling it out in the trenches," in the words of Jack and Suzy Welch.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	55.
	Having employees that experiment may limit an organization's ability to learn from failure.

FALSE
Employees that are reluctant to experiment is one of the factors that can detract from an organization's ability to learn from its mistakes (see Table 10.3).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	56.
	The self-serving bias can lessen an employee's ability to learn from failure.

TRUE
Employees sometimes suffer from a "self-serving bias" in which they blame failures on others or on external events, when the fault may well lie with themselves. Factors like this can detract from an organization's ability to learn from its mistakes (see Table 10.3).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	57.
	According to Scott Berkun, the search for wealth is one of six seeds of innovation.

TRUE
Former Microsoft employee Scott Berkun, author of The Myths of Innovation, has identified six seeds of innovation, the starting point for organizational innovation. They include wealth and money. Innovations frequently occur because an organization or an individual simply wants to make money.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	58.
	A product innovation is a change in the way a product or service is conceived, manufactured, or disseminated.

FALSE
A process innovation is a change in the way a product or service is conceived, manufactured, or disseminated.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 1 Easy
Topic: Promoting Innovation Within the Organization
 



	59.
	Radical innovation is the creation of products, services, or technologies that replace existing ones.

TRUE
A radical innovation is the creation of products, services, or technologies that replace existing ones.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 1 Easy
Topic: Promoting Innovation Within the Organization
 



	60.
	In 1961, Procter & Gamble introduced the first affordable, readily-available disposable diaper called Pampers. At that time, Pampers were an example of a radical innovation.

TRUE
A radical innovation is the creation of products, services, or technologies that replace existing ones. In the case of the diaper, this disposable one replaced cloth diapers.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 3 Hard
Topic: Promoting Innovation Within the Organization
 



	61.
	Conventional electric vehicle batteries use a liquid electrolyte but an Orlando start-up is developing a solid-state lithium-ion battery with improved stability and lifetime. This is an example of incremental innovation.

TRUE
An incremental innovation is the creation of products, services, or technologies that modify existing ones. Here, the battery is being modified from liquid electrolyte to solid state.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 3 Hard
Topic: Promoting Innovation Within the Organization
 



	62.
	Chicago Cutlery reinstituted a sales contest with the same rules as the one that it used five years ago. This is an example of a process innovation.

FALSE
A process innovation is a change in the way a product or service is conceived, manufactured, or disseminated. A sales contest like the one that happened five years ago is an adaptive change.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 3 Hard
Topic: Promoting Innovation Within the Organization
 



	63.
	Entrepreneurs tend to be tolerant of ambiguity.

TRUE
One quality of entrepreneurs is "a tolerance for ambiguity," Amar Bhidé says. They are willing to jump into things when it's hard to even imagine what the possible outcomes will be, going ahead in the absence of information, very much capital, or even a very novel idea.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	64.
	Most organizations experience innovation as a matter of course; it happens naturally as part of everyday business.

FALSE
Innovation doesn't happen as a matter of course. Organizations have to develop ways to make it happen over and over.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	65.
	The three most important ways to encourage innovation are by providing the right organizational culture, a team-based structure, and creative talent.

FALSE
Innovation doesn't happen as a matter of course. Organizations have to develop ways to make it happen over and over. Three ways to do so are by providing (1) the right organizational culture, (2) the appropriate resources, and (3) the correct reward system.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	66.
	An organizational culture that celebrates failure helps foster innovation.

TRUE
An organizational culture that doesn't just allow but celebrates failure is vital toward fostering innovation. Most new ideas will fail. Only a few will be successful. But if an organization doesn't encourage this kind of risk taking, that organization won't become a superstar in innovation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	67.
	Innovation can be fostered by withholding raises or promotions from those whose attempts to innovate are not successful.

FALSE
People should not be punished when their attempts to innovate don't work out, or else they won't attempt new things in the future. By the nature of experimentation, the end result can't be foreseen. Only when people attempting an innovation are acting halfheartedly, sloppily, or otherwise incompetently should sanctions such as the withholding of raises and promotions be used.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	68.
	One step for fostering innovation is gaining allies by communicating your vision.

TRUE
Among the four steps to foster innovation within an organization is to gain allies by communicating your vision (see Figure 10.4).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	69.
	The most effective way to handle rewards for innovation is to provide them at the end of a successful project.

FALSE
To encourage progress on innovation, you'll need to hand out periodic rewards like recognition, celebrations, and bonuses for tasks accomplished. And the rewards should not be withheld until the end of the project, which may be many months away, but given out for the successful accomplishment of short-term phases in order to provide constant encouragement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 


 

Multiple Choice Questions
 
	70.
	Which of the following is an effective way to deal with change and innovation?


	A. 
	Insist on success.



	B. 
	Increase work rules and hierarchy.



	C. 
	Copy others' successes.



	D. 
	Have the courage to follow your ideas.



	E. 
	Jump right into it.


Ways to deal with change and innovation include having the courage to follow your ideas. This may be the hardest job of all, since it entails trying to convince others that your ideas for change are feasible, especially if the ideas are radical. This may mean working to gain allies within the organization, standing up to intimidating competitors inside and out, and perhaps being prepared to follow a lonely course for a long time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	71.
	According to Jim Collins, undisciplined pursuit of more and grasping for salvation are stages of organizational


	A. 
	innovation.



	B. 
	change.



	C. 
	intervention.



	D. 
	resistance.



	E. 
	decline.


Jim Collins, researcher of enduring great companies, has found that there are five stages of institutional decline. The stages, which are largely self-inflicted, include the undisciplined pursuit of more and grasping for salvation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	72.
	Which of the following is not a supertrend shaping the future of business?


	A. 
	More niche products.



	B. 
	Traditional companies struggling with radically innovative change.



	C. 
	Information becoming a competitive advantage.



	D. 
	Offshore suppliers affecting U.S. business.



	E. 
	Faster speed-to-market.


"Information is rapidly becoming a profitless commodity, and knowledge is becoming the new competitive advantage," says San Diego management consultant Karl Albrecht.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	73.
	A change that is made in response to arising problems or opportunities is called


	A. 
	reactive change.



	B. 
	incremental change.



	C. 
	proactive change.



	D. 
	radical change.



	E. 
	process change.


When managers talk about "putting out fires," they are talking about reactive change, making changes in response to problems or opportunities as they arise.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	74.
	Which of the following is an example of a proactive change?


	A. 
	Ciara's staff is unhappy about the long hours they have been working and several of them quit before she knows there is a problem.



	B. 
	Ciara cannot get permission to hire another person until her group misses several deadlines.



	C. 
	Ciara's group sent a product that was nearing its launch date back to the drawing board based on a competitor's superior new offering.



	D. 
	Ciara explores improvements in bonus structures with her staff and begins to implement them despite the fact that her employees are generally content.



	E. 
	Ciara is constantly "putting out fires," responding to daily crises in her group.


When managers talk about "putting out fires," they are talking about reactive change, making changes in response to problems or opportunities as they arise. Proactive change or planned change involves making carefully thought-out changes in anticipation of possible or expected problems or opportunities as is the case with Ciara's exploration of improvements in bonus structure.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	75.
	Walmart's implementation of RFID, a type of technology that allows it to improve inventory tracking, is an example of a(n) ______ change.


	A. 
	reactive



	B. 
	incremental



	C. 
	proactive



	D. 
	responsive



	E. 
	radical


Proactive change or planned change involves making carefully thought-out changes in anticipation of possible or expected problems or opportunities as in Walmart's use of RFID.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	76.
	Which of the following is an example of a force for change originating outside the organization?


	A. 
	Productivity issues



	B. 
	Conflict management



	C. 
	Structural reorganization



	D. 
	Absenteeism



	E. 
	Social pressures


Forces for change that originate outside the organization include demographic characteristics, market changes, technological advancements, and social and political pressures (see Figure 10.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	77.
	The increasing diversity of the American workforce is an example of a(n) ______ force for change.


	A. 
	demographic



	B. 
	market



	C. 
	social and political



	D. 
	political



	E. 
	economic


Demographic changes include those occurring in the U.S. workforce, such as the workforce becoming more diverse.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	78.
	The invention of a machine to make plastic corks for wine bottles has severely affected companies that produce traditional cork. This is an example of a(n) ______ force for change.


	A. 
	market



	B. 
	social and political



	C. 
	demographic



	D. 
	technological



	E. 
	economic


Forces for change that originate outside the organization include demographic characteristics, market changes, technological advancements, and social and political pressures. This plastic cork machine is an example of a technological advancement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	79.
	Arizona Pottery is having a difficult time finding inexpensive labor, which it attributes to an unfriendly climate toward Hispanics since passage of tough illegal immigration legislation in that state. This is an example of a(n) ______ force for change.


	A. 
	market



	B. 
	employee



	C. 
	social or political



	D. 
	technological



	E. 
	economic


Forces for change that originate outside the organization include demographic characteristics, market changes, technological advancements, and social and political pressures. Social and political pressures are at work in this example (see Figure 10.1).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	80.
	Inside forces for change include which of the following?


	A. 
	Domestic competition



	B. 
	Low productivity



	C. 
	Advancements in automation



	D. 
	Immigration



	E. 
	Recession


Inside forces for change include employee problems such as low productivity or turnover, as well as managers' behavior (see Figure 10.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	81.
	During the recession and its accompanying high levels of unemployment, Giordano Construction has had its choice of employees to support its growth. This is an example of a(n) ______ force for change.


	A. 
	market



	B. 
	social or political



	C. 
	arbitrary



	D. 
	technological



	E. 
	demographic


Forces for change that originate outside the organization include market changes, of which recession is an example.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	82.
	Recently many older workers who had planned to retire soon decided to keep working longer. This is an example of a(n) ______ force for change.


	A. 
	social or political



	B. 
	arbitrary



	C. 
	demographic



	D. 
	financial



	E. 
	structural


Social pressures would include the change in values of wishing to continue working rather than retire.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	83.
	Which of the following is not an inside force that indicates organizational change might be needed?


	A. 
	High turnover



	B. 
	Excessive conflict between managers and employees



	C. 
	Job dissatisfaction



	D. 
	High levels of stress among employees



	E. 
	Increased competition


Inside forces that indicate the need for change in the organization include employee problems such as stress, job dissatisfaction, absenteeism and turnover, and conflict between managers and employees. Competition is an outside force.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	84.
	Nonmanagerial employees at Kennedy Steel belong to a union. The union has come close to striking several times over the years, and labor negotiations have recently been very tense. Kennedy likely needs to focus on changing


	A. 
	values among potential customers.



	B. 
	the likelihood that an acquisitions might occur.



	C. 
	manufacturing processes and procedures.



	D. 
	population variables.



	E. 
	forces originating inside the organization.


Internal forces affecting organizations may be subtle, such as low job satisfaction, or more dramatic, such as constant labor-management conflict.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	85.
	The Human Resources manager at the Apex Golf and Tennis Club has just calculated the employee absenteeism rate for 2012, and it is 25% higher than it was in 2010 and 2011. He should


	A. 
	wait until the end of 2013 and see what the rate is then.



	B. 
	begin a major restructuring effort.



	C. 
	reduce employees' work hours.



	D. 
	address job design and ways to deal with work overload.



	E. 
	institute strict disciplinary procedures for employees who are absent.


Job dissatisfaction as expressed through high absenteeism and turnover can be a major signal of the need for change. Organizations may respond by addressing job design, reducing employees' role conflicts, and dealing with work overload, to mention a few matters.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	86.
	Which of the following is not an area in which change is often needed?


	A. 
	Strategy



	B. 
	Information



	C. 
	People



	D. 
	Structure



	E. 
	Technology


Change can involve any part of the organization. Models of change, however, reveal four targeted areas in which change is most apt to be needed: people, technology, structure, and strategy.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	87.
	Employees might feel they are being underpaid for what they do, even if pay and benefits are superior to the competition. Here, managers must change


	A. 
	the tone of the debate.



	B. 
	attitudes.



	C. 
	tendencies toward greed.



	D. 
	perceptions.



	E. 
	the facts.


Employees might feel they are underpaid for what they do. Managers might be able to show that pay and benefits are comparable or superior to those offered by competitors in order to change the employees' perceptions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	88.
	Maid to Clean is considering implementing a system that will pay its cleaning workers based on the number of completed residential jobs, coupled with satisfactory ratings on random inspections to ensure quality. Managers believe that this will reduce labor costs. Maid to Clean is focusing on changing employee


	A. 
	performance.



	B. 
	skills.



	C. 
	attitudes.



	D. 
	management.



	E. 
	structure.


It's often a major challenge to find incentives to improve people's performance, which this cleaning company is exploring.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	89.
	Saitou Insurance is about to install a new computer system that will change the way claims adjusters settle claims. Adjusters will be able to do the adjustment and issue the check right at the scene of the accident. Saitou most likely needs to focus on changing employee


	A. 
	performance.



	B. 
	skills.



	C. 
	attitudes.



	D. 
	management.



	E. 
	perceptions.


Altering or improving skill levels is often an ongoing challenge, particularly when new forms of technology such as the claim settlement system can change Saitou's way of doing business.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	90.
	Mattress Emporium has had several incidents lately in which its drivers became lost when attempting deliveries. The drivers have no GPS or other access to computerized information and rely on the customers themselves for directions. Mattress Emporium probably needs to change its


	A. 
	structure.



	B. 
	people.



	C. 
	technology.



	D. 
	culture.



	E. 
	strategy.


The company's technology appears to be limiting its ability to service its customers effectively.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	91.
	Managers at Lucky Peach magazine are in the process of cross training entry-level employees to be able to take phone orders or answer customer questions, and to process orders in overflow situations. The company is changing its


	A. 
	people.



	B. 
	skills.



	C. 
	technology.



	D. 
	attitudes.



	E. 
	structure.


The company is enhancing the skills of entry-level employees with cross training.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	92.
	Frisco Recreational Vehicles recently instituted cross-functional teams to develop new products. Team members are spread across the country, so it is expensive and time consuming for people to travel to headquarters to meet. The company would benefit most from a change in ______ involving


	A. 
	technology; teams meeting "virtually" through electronic media.



	B. 
	structure; disbanding the teams and relying on individuals to develop products.



	C. 
	culture; sending team members to conflict management courses.



	D. 
	people; hiring new people in the organization at the headquarters location.



	E. 
	strategy; dropping the strategy of developing new products.


The company has already made a structural change that now needs to be supported by a technological change.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 3 Hard
Topic: The Nature of Change in Organizations
 



	93.
	The record industry has been forced into a ______ change because of the prevalence and ease of illegally downloading music.


	A. 
	technology



	B. 
	structure



	C. 
	culture



	D. 
	people



	E. 
	strategy


Shifts in the marketplace often may lead organizations to have to change their strategy. Illegal file sharing has had a negative effect on CD sales of the largest record labels recently, but the broader music industry (independent music labels, live performances, merchandise) actually did extremely well, suggesting that old-line companies need to dramatically change their strategies.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 2 Medium
Topic: The Nature of Change in Organizations
 



	94.
	________ is an emotional/behavioral response to real or imagined threats to an established work routine.


	A. 
	A change agent



	B. 
	Resistance to change



	C. 
	An OD intervention



	D. 
	Radical innovation



	E. 
	Benchmarking


Resistance to change is an emotional/behavioral response to real or imagined threats to an established work routine. Resistance can be as subtle as passive resignation and as overt as deliberate sabotage.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-01 Since change is always with us; what should I understand about it?
Level of Difficulty: 1 Easy
Topic: The Nature of Change in Organizations
 



	95.
	Which of the following is not an interacting factor that affects the level of resistance to change?


	A. 
	Longevity of the change agent.



	B. 
	Employee perceptions of change.



	C. 
	Individual differences of the change agent.



	D. 
	Change agent-employee relationship.



	E. 
	Change agent actions and inactions.


Resistance can be considered to be the interaction of three causes: (1) employee characteristics, (2) change agent characteristics, and (3) the change agent-employee relationship (see Figure 10.2). The characteristics of the employees and change agent consist of their individual differences, actions and inactions, and perceptions of change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	96.
	The reintroduction of a familiar practice within the same organization is called a(n)


	A. 
	practical change.



	B. 
	adaptive change.



	C. 
	reactive change.



	D. 
	innovative change.



	E. 
	radically innovative change.


Adaptive change is reintroduction of a familiar practice, or the implementation of a kind of change that has already been experienced within the same organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 1 Easy
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	97.
	Employees are likely to see an adaptive change as


	A. 
	highly threatening.



	B. 
	moderately threatening.



	C. 
	somewhat threatening.



	D. 
	least threatening.



	E. 
	totally unacceptable.


Because adaptive change is familiar, it is the least threatening to employees and thus will create the least resistance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	98.
	At Hartford Toy Depot, employees know that during the month of December they are generally required to work different schedules, often with some overtime, to support the holiday shopping season. This is an example of a(n) ______ change.


	A. 
	adaptive



	B. 
	reactive



	C. 
	innovative



	D. 
	incremental



	E. 
	radically innovative


Adaptive change is reintroduction of a familiar practice, or the implementation of a kind of change that has already been experienced within the same organization.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 3 Hard
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	99.
	Peter, the owner and lead accountant at a tax preparation firm, is changing the work schedule of his long-term employees for the months of March and April, the company's busiest time. He is requiring work on weekends for everyone, using the same basic schedule as last year. Peter should expect that his employees will be


	A. 
	terribly upset and quit.



	B. 
	terribly upset but not quit.



	C. 
	moderately upset and complain.



	D. 
	moderately upset but not complain.



	E. 
	hardly upset or not upset at all.


Adaptive change is reintroduction of a familiar practice, or the implementation of a kind of change that has already been experienced within the same organization. Because adaptive change is familiar, it is the least threatening to employees and thus will create the least resistance.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 3 Hard
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	100.
	A change that represents the introduction of a new practice to an organization but that is not new to the industry is called a(n)


	A. 
	mimicry change.



	B. 
	adaptive change.



	C. 
	reactive change.



	D. 
	innovative change.



	E. 
	radically innovative change.


Innovative change is the introduction of a practice that is new to the organization.
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	101.
	An innovative change involves ______ complexity, cost, and uncertainty.


	A. 
	no



	B. 
	minimum



	C. 
	moderate



	D. 
	high



	E. 
	extreme


Innovative change is the introduction of a practice that is new to the organization. This form of change involves moderate complexity, cost, and uncertainty. It is therefore apt to trigger some fear and resistance among employees.
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	102.
	Great Plains Credit Union has decided that tellers must rotate through a new weekend shift on Saturday afternoons since several of its competitors in the area have recently begun to offer these hours to customers. This is a(n) ______ change.


	A. 
	radically innovative



	B. 
	innovative



	C. 
	adaptive



	D. 
	proactive



	E. 
	reactive


Innovative change is the introduction of a practice that is new to the organization. This form of change involves moderate complexity, cost, and uncertainty. It is therefore apt to trigger some fear and resistance among employees.
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	103.
	Introducing a practice that is new to the industry is called a(n) ______ change.


	A. 
	revolutionary



	B. 
	radically innovative



	C. 
	adaptive



	D. 
	reactive



	E. 
	innovative


Radically innovative change involves introducing a practice that is new to the industry.
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	104.
	Evanston Cable Television has decided to offer a one-hour appointment window for customers needing installation or repair of its service, which will require them to have several technicians on call. Evanston hopes this practice will give them an advantage over the competition, none of whom have adopted such a practice. It is introducing a(n) ______ change.


	A. 
	reactive



	B. 
	innovative



	C. 
	activist



	D. 
	adaptive



	E. 
	radically innovative


Radically innovative change involves introducing a practice that is new to the industry.
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	105.
	Which of the following is not a leading reason that employees resist change?


	A. 
	Individual predisposition toward change



	B. 
	Climate of mistrust



	C. 
	Fear of failure



	D. 
	Lack of personal ethics



	E. 
	Nonreinforcing reward systems


Employees may resist change for all kinds of reasons, but lack of personal ethics is not among them.
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	106.
	Lewin's change model consists of


	A. 
	three types: adaptive, innovative, and radically innovative.



	B. 
	three forces: employee characteristics, change agent characteristics, and change agent-employee relationships.



	C. 
	four steps: recognize problems, gain allies, overcome resistance, and execute.



	D. 
	three stages: unfreezing, changing, and refreezing.



	E. 
	three steps: diagnosis, intervention, and evaluation.


Lewin developed a model with three stages known as unfreezing, changing, and refreezing to explain how to initiate, manage, and stabilize planned change.
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	107.
	During Lewin's changing stage, managers should


	A. 
	reduce the barriers to change.



	B. 
	give employees new models for behavior.



	C. 
	reinforce the desired change.



	D. 
	make employees dissatisfied with the present situation.



	E. 
	encourage employees to exhibit the new change.


In the changing stage, employees need to be given the tools for change: new information, new perspectives, and new models of behavior.
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	108.
	During Lewin's refreezing stage, managers should


	A. 
	make employees dissatisfied with the present way of doing things.



	B. 
	give employees the tools for change.



	C. 
	provide benchmarking results.



	D. 
	reduce the barriers to change.



	E. 
	reinforce the desired change in the employees.


Managers can assist in refreezing by encouraging employees to exhibit the new change and then, through additional coaching and modeling, by reinforcing the employees in the desired change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 2 Medium
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	109.
	The process by which a company compares its performance with that of high-performing organizations is called


	A. 
	reference innovation.



	B. 
	competitive change.



	C. 
	benchmarking.



	D. 
	continuous improvement.



	E. 
	radical innovation.


Benchmarking is a process by which a company compares its performance with that of high-performing organizations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 10-02 How are employees threatened by change; and how can I help them adjust?
Level of Difficulty: 1 Easy
Topic: The Threat of Change: Managing Employee Fear and Resistance
 



	110.
	Creighton Bicycles and Repair conducted a survey and discovered that among customers who had tried both bike shops, its successful cross-town competition was preferred about 80% of the time. The most frequently cited reason was customer service. This information would be most helpful to introduce to employees during which stage of Lewin's change model?


	A. 
	Unfreezing



	B. 
	Continuous improvement



	C. 
	Benchmarking



	D. 
	Empowerment



	E. 
	Refreezing


For Lewin's "unfreezing" to take place, employees need to become dissatisfied with the old way of doing things. One technique used to help unfreeze organizations is benchmarking, a process by which a company compares its performance with that of high-performing organizations.
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	111.
	Kotter proposed which of the following for organization change?


	A. 
	A three stage model: unfreezing, changing, and refreezing.



	B. 
	Three types of innovation: adaptive, innovative, and radically innovative.



	C. 
	Eight steps for leading organizational change.



	D. 
	A three-step model: diagnosis, intervention, and evaluation.



	E. 
	Ten reasons employees resist change.


Kotter believes that to be successful, organizational change needs to follow eight steps to avoid the eight common errors senior management usually commits (see Table 10.2).
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	112.
	The set of techniques used for implementing planned change to make people and organizations more effective is called


	A. 
	corporate transformation.



	B. 
	TQM.



	C. 
	revitalization.



	D. 
	organizational development.



	E. 
	incremental innovation.


Organizational development (OD) is a set of techniques for implementing planned change to make people and organizations more effective.
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	113.
	Organizational development is often put into practice by a


	A. 
	catalytic consultant.



	B. 
	change agent.



	C. 
	behavioral consultant.



	D. 
	transformative consultant.



	E. 
	behavioral agent.


Often OD is put into practice by a person known as a change agent, a consultant with a background in behavioral sciences who can be a catalyst in helping organizations deal with old problems in new ways.
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	114.
	Which of the following is not one of the primary uses of OD?


	A. 
	Improving recruitment



	B. 
	Adapting to a merger



	C. 
	Managing conflict



	D. 
	Revitalizing an organization



	E. 
	Adapting to an acquisition


OD can be used to address the following three matters: managing conflict, revitalizing organizations, and adapting to mergers and acquisitions.
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	115.
	In which of the following situations would OD techniques be the most helpful?


	A. 
	Increasing efficiency among employees in a firm.



	B. 
	Assisting employees in dealing with stressful situations.



	C. 
	Helping employees from two similar organizations work better together in a strategic alliance.



	D. 
	Facilitating discussion of ethical issues in preparing a company's code of ethics.



	E. 
	Working with the CEO to determine how to increase profitability.


OD techniques can be the most helpful in dealing with employee stress that comes from changing behaviors or from adapting to mergers.
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	116.
	Caleb, an OD consultant, is designing a survey of employee attitudes to be given to workers at Tandem Investments. Caleb is conducting the ______ stage of OD.


	A. 
	unfreezing



	B. 
	intervention



	C. 
	diagnosis



	D. 
	evaluation



	E. 
	process consultation


Caleb is collecting information to diagnose problems.
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	117.
	The question "What shall we do about the problem?" would most likely be asked during the ______ stage of OD.


	A. 
	changing



	B. 
	diagnosis



	C. 
	adaptation



	D. 
	evaluation



	E. 
	intervention


"Treatment" or intervention is the attempt to correct the diagnosed problems, when we ask "What shall we do about it?"
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	118.
	Tirzah, an OD consultant, is working with members of with a cross-functional team to help them build cohesiveness and practice skills to function better as a team. Tirzah is conducting the ______ stage of OD.


	A. 
	intervention



	B. 
	diagnosis



	C. 
	evaluation



	D. 
	changing



	E. 
	adaptation


"Treatment" or intervention is the attempt to correct the diagnosed problems. OD activities for implementing planned change include helping group members learn to function as a team, and stimulating better cohesiveness among several work groups.
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	119.
	Marc, an OD consultant, is visiting Cassidy Engineering a year after he assisted them in making changes to their employee incentive plan. Now he is comparing sales and turnover data from the last three years to the current year. Marc is in the ______ stage of OD.


	A. 
	refreezing



	B. 
	intervention



	C. 
	diagnosis



	D. 
	adaptation



	E. 
	evaluation


An OD problem needs objective evaluation to see if it has done any good. Marc used employment information to determine if the changes made were helpful.
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	120.
	Which of the following circumstances is likely to increase the success of OD?


	A. 
	Applying each OD intervention uniformly in international locations.



	B. 
	A single large intervention.



	C. 
	Support of top managers.



	D. 
	Implementing organization change for its own sake.



	E. 
	Goals focused on the short term rather than the long term.


Research has found that OD is most apt to be successful under the following circumstances: (1) multiple interventions, (2) top management support, (3) goals geared to both short- and long-term results, and (4) considering cross-cultural differences.
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	121.
	When it comes to failure in the innovation process, Procter & Gamble CEO A. G. Lafley suggests that the key is to


	A. 
	work within a competent team so that blame is spread around among strong players.



	B. 
	look for innovation in small increments, so that failure risks are small.



	C. 
	develop a tolerance for ambiguity so that failure does not personally upset you.



	D. 
	fail early, fail cheaply, and don't make the same mistake twice.



	E. 
	avoid it by almost any means necessary, since it will irreparably harm your reputation.


"You learn more from failure than you do from success," says A. G. Lafley, "but the key is to fail early, fail cheaply, and don't make the same mistake twice." Lafley, who doubled sales and quadrupled profits for P&G, admits to having had "my fair share of failure. But you have to get past the disappointment and blame and really understand what happened and why it happened."
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	122.
	Which of the following is the factor that most reduces an organization's ability to learn from failure?


	A. 
	Employees that like to experiment with multiple solutions.



	B. 
	Employees with a strong desire to acquire personal wealth.



	C. 
	Employees that blame others for failure.



	D. 
	Employees that embrace a learning culture.



	E. 
	Employees with a high tolerance for ambiguity.


One factor that reduces an organization's ability to learn from failure is employees that blame failures on a person when the causes are internal processes, external events, or even themselves (see Table 10.3).
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	123.
	Which of the following is not one of Scott Berkun's seeds of innovation for organizations?


	A. 
	Hard work in a specific direction



	B. 
	Curiosity



	C. 
	Philanthropy



	D. 
	Hard work with direction change



	E. 
	Necessity


Scott Berkun, author of The Myths of Innovation, has identified six seeds of innovation, the starting point for organizational innovation. They are hard work in a specific direction, hard work with direction change, curiosity, wealth and money, necessity, and a combination of seeds.
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	124.
	A technological innovation that improves the speed of a computer's microprocessor would be considered a(n) ______ innovation.


	A. 
	adaptive



	B. 
	product



	C. 
	reactive



	D. 
	process



	E. 
	industrial


As a manager, you may need to improve your organization's product or service itself; this is generally a technological innovation. More formally, a product innovation is a change in the appearance or the performance of a product or a service or the creation of a new one.
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	125.
	A(n) ______ innovation is a change in the way a product or service is conceived, manufactured, or disseminated.


	A. 
	procedural



	B. 
	radical



	C. 
	product



	D. 
	process



	E. 
	adaptive


A process innovation is a change in the way a product or service is conceived, manufactured, or disseminated.
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	126.
	A managerial innovation that improves the efficiency of a company's cross-functional teams would be considered a(n) ______ innovation.


	A. 
	product



	B. 
	method



	C. 
	process



	D. 
	adaptive



	E. 
	practical


You may need to improve the process by which the product or service is created, manufactured, or distributed; this is generally a managerial innovation. A process innovation is a change in the way a product or service is conceived, manufactured, or disseminated.
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	127.
	The management department at a local university began posting all assignments and other class materials to a course management website instead of creating a packet for students to purchase each term. This is a(n) ______ innovation.


	A. 
	practice



	B. 
	product



	C. 
	process



	D. 
	adaptive



	E. 
	reactive


A process innovation is a change in the way a product or service is conceived, manufactured, or disseminated. Here, the university changed the way class materials were delivered.
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	128.
	The creation of products, services, or technologies that modify those that already exist is called ______ innovation.


	A. 
	incremental



	B. 
	product



	C. 
	process



	D. 
	radical



	E. 
	adaptive


Incremental innovations modify existing products, services, or technologies.
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	129.
	Researchers working on hydrogen fuel cells hope that this could be a(n) ______ innovation, leading to a clean, renewable energy source, and reducing dependence on depleting fossil fuels with their adverse impact on the global environment.


	A. 
	incremental



	B. 
	product



	C. 
	process



	D. 
	radical



	E. 
	disruptive


Radical innovation is the creation of products, services, or technologies that replace existing ones.
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	130.
	Hollywood Hair recently introduced a new acai berry moisture shampoo. Wenling, director of new product development, has just reviewed the dismal results. It appears that her team did adequate research on the product's acceptance by consumers prior to its introduction and is confused by the outcome. Wenling should


	A. 
	step down as director.



	B. 
	fire and replace the team lead as an example to others.



	C. 
	reward her team for their effort.



	D. 
	ignore the product failure.



	E. 
	demote the team leader.


Managers should reward experimentation and support a culture that celebrates failure.
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	131.
	Which of the following is not a way to encourage innovation?


	A. 
	Creating a culture that celebrates failure.



	B. 
	Supporting innovation with investments of time and money.



	C. 
	Rewarding successful innovations.



	D. 
	Withholding raises and promotions when innovation attempts don't work out.



	E. 
	Hiring top scientists, despite expense.


Organizations have to develop ways to make innovation happen, including providing the right culture, the appropriate resources, and the correct reward system. People should not be punished when their attempts to innovate don't work out or else they won't attempt new projects in the future.
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	132.
	Once you have been able to gain allies and overcome employee resistance, excellent ______ will be a key to fostering innovation.


	A. 
	organization



	B. 
	communication



	C. 
	production



	D. 
	execution



	E. 
	recognition


Four steps to making innovation happen within an organization include (1) recognize problems and opportunities and devise solutions, (2) gain allies by communicating your vision, (3) overcome employee resistance, and (4) execute well (see Figure 10.4).
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	133.
	Which of the following sequences best describes how a manager can foster innovation in an organization?


	A. 
	Recognize problems, gain allies, overcome resistance, execute well



	B. 
	Recognize problems, overcome resistance, gain allies, stabilize system



	C. 
	Overcome resistance, empower employees, execute well, provide incentives



	D. 
	Recognize problems, empower employees, devise solutions, execute well



	E. 
	Devise solutions, reorganize, change culture, stabilize system


If you're going to not just survive but prevail as a manager, you need to know how to make innovation happen within an organization. Four steps for doing so are (1) recognize problems, (2) gain allies, (3) overcome employee resistance, and (4) execute well (see Figure 10.4).
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Essay Questions
 
	134.
	Describe at least three supertrends that are occurring in business that are likely to result in changes in many industries. Provide an example of each.


These are some supertrends shaping the future of business:

1. The marketplace is becoming more segmented and is moving toward more niche products. In the recent past, managers could think in terms of mass markets. Now we have "demassification," with customer groups becoming segmented into smaller, specialized groups responding to more narrowly targeted commercial messages. Amazon.com and Apple Computer are not constrained by physical shelf space and can offer consumers a much wider variety of products; yet small sales, one or two rather than millions of items at a time, can produce big profits.

2. More competitors are offering targeted products, requiring faster speed to market. Companies are now experiencing intense pressure from competitors offering specialized solutions—and beating them to the punch by devising novel speed-to-market strategies. Virgin Comics, aimed at India's multibillion-dollar comics market, went from idea to public announcement in less than 11 months.

3. Some traditional companies may not survive radically innovative change. Clayton M. Christensen argues that when successful companies are confronted with a giant technological leap that transforms their markets, it's very difficult to take full advantage of a major breakthrough—what he calls "disruptive innovation." Eastman Kodak found its sales dropped to $13.3 billion in 2003 as digital cameras began to take their toll on the chemical-based film business.

4. China, India, and other offshore suppliers are changing the way we work. Globalization and outsourcing are transforming whole industries. China, India, Mexico, the Philippines, and other countries offer workers willing to work twice as hard for half the pay, giving American businesses substantial labor savings. American aircraft makers like Bombardier, Cessna, and Hawker have subassembly work in Querétaro, Mexico, where wages are lower but skill levels are not.

5. Knowledge, not information, is becoming the new competitive advantage. "Information is rapidly becoming a profitless commodity, and knowledge is becoming the new competitive advantage," says San Diego management consultant Karl Albrecht. Many back-office systems and functions—those the customer does not see, such as inventory management and accounts payable—are rapidly being outsourced, although even some tasks of software engineers and other technical experts are also being sent overseas.
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	135.
	Describe the difference between proactive and reactive change. Contrast how managers act in each type. Which type of change is better?


The two types of change are proactive and reactive. In proactive change, managers anticipate and plan for change, based on anticipating possible or expected problems or opportunities. In reactive change, managers make changes in response to problems or opportunities as they arise. Proactive change is better, as in reactive change there is usually less time to get all the information and resources needed to manage the change, and serious mistakes can be made.
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	136.
	Give examples of two forces outside an organization and two forces inside that would be likely indicators of a need for change.


Outside forces include:

1. Demographic characteristics like age, education, skill level, gender, and immigration.
2. Market changes like mergers and acquisitions, domestic and international competition, and recession.
3. Technological advancements like manufacturing automation and office automation.
4. Social and political pressures like leadership and values.

Inside forces include:

1. Employee problems like unmet needs, job dissatisfaction, absenteeism and turnover, productivity, and participation/suggestions.
2. Managers' behavior issues like conflict, leadership, reward systems, and structural reorganization.
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	137.
	Explain how a change agent can impact resistance to change within an organization.


Resistance can be considered to be the interaction of three causes: (1) employee characteristics, (2) change agent characteristics, and (3) the change agent-employee relationship (see Figure 10.2).

The characteristics of the change agent, the individual who is a catalyst in helping organizations change, consist of: his or her individual differences, actions and inactions, and perceptions of change. Characteristics that might contribute to employee resistance to change might include leadership style, personality, tactfulness, sense of timing, awareness of cultural traditions or group relationships, and ability to empathize with the employee's perspective.

Additionally, resistance to change is reduced when change agents and employees have a trusting relationship or faith in each other's intentions. Mistrust, on the other hand, encourages secrecy, which begets deeper mistrust, and can doom change.
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	138.
	Describe Lewin's change model. Suppose your college or university wanted to make a major change in some important aspect of student life at your school. How should the college or university use Lewin's model to guide their actions?


The student should list the following stages of change and then give an example of how his or her university would implement each of these change stages.

Lewin's change model describes three stages of managing change efforts:

1. Unfreezing: Managers instill in employees the motivation to change, encouraging them to let go of attitudes and behaviors that are resistant to innovation. Managers also need to reduce the barriers to change.
Changing: Employees need to be given the tools for change: new information, perspectives, and models of behavior. Managers help by providing benchmarking results, role models, mentors, experts, and training.
Refreezing: Employees integrate the changed attitudes and behavior into their normal ways of doing things. Managers assist by encouraging them to exhibit the new change and reinforcing the desired change with coaching and modeling.
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	139.
	Describe what OD is and what it can be used for.


OD is a set of techniques for implementing planned change to make people and organizations more effective. It aims for fundamental change that is process oriented and is based in humanistic values. OD can be used to address a variety of problems in organizations, including managing conflict, revitalizing an organization, and adapting to mergers.
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	140.
	Explain how the OD process works. Suppose you were a student member of your college's or university's committee that was attempting to study why an excessive number of students drop out of your college. Give examples of activities your task force might take in each stage of its OD process.


The three steps in the OD process are diagnosis, intervention, and evaluation. Examples of diagnostic actions might be generating a survey of students or interviewing students who dropped out. Examples of interventions might be changes to the advising process or changing the first-year student orientation. Examples of evaluation would be comparing dropouts from before and after the intervention.
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Topic: Organizational Development: What It Is, What It Can Do
 



	141.
	Under what circumstances is OD most likely to be successful?


Multiple interventions: Combined interventions such as goal setting, feedback, training, etc. have been found to work better than single interventions.

Management support: OD is more likely to succeed when top managers give the OD program their support and are truly committed to the change process and the desired goals of the change program. Also, the expectations for change were not unrealistic.

Goals geared to both short- and long-term results: Change programs are more successful when they are oriented toward achieving both short-term and long-term results. Managers should not engage in organizational change for the sake of change. Change efforts should produce positive results.

OD is affected by culture: OD effectiveness is affected by cross-cultural considerations. Thus, an OD intervention that worked in one country should not be blindly applied to a similar situation in another country.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-03 What are the uses of OD; and how effective is it?
Level of Difficulty: 2 Medium
Topic: Organizational Development: What It Is, What It Can Do
 



	142.
	Describe the four types of innovation. Give an example of each.


A product innovation is a change in the appearance or the performance of a product or a service or the creation of a new one. A process innovation is a change in the way a product or service is conceived, manufactured, or disseminated.

Incremental innovations are the creation of products, services, or technologies that modify existing ones. Radical innovations are the creation of products, services, or technologies that replace existing ones.

The student should provide an example for each of the types of innovation listed above.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 3 Hard
Topic: Promoting Innovation Within the Organization
 



	143.
	Describe the three factors that companies can use to encourage innovation.


Organizations have to develop ways to make innovation happen over and over. Three ways to do so are by providing (1) the right organizational culture, (2) the appropriate resources, and (3) the correct reward system.

An organizational culture that doesn't just allow but celebrates failure is vital toward fostering innovation. Most new ideas will fail. But if an organization doesn't encourage risk taking, that organization won't become a superstar in innovation. Also, an organization's managers may say they encourage innovation, but if they balk at the expense, they aren't putting their money where their mouths are. Innovation doesn't come cheap. Its costs can be measured in dollars, time, energy, and focus. Lastly, R&D staff should be rewarded, like salespeople, with incentives, such as commissions, bonuses, and perks. People should not be punished when attempts to innovate don't work out, or they won't attempt again in the future.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 



	144.
	Describe the four steps to foster innovation.


Four steps for fostering innovation are shown in Figure 10.4.

1. Recognize problems & opportunities & devise solutions. Problems, whether competitive threat, employee turnover, or whatever, tend to seize our attention and sometimes these problems suggest solutions, such as new business ideas.

2. Gain allies by communicating your vision. You need to create a picture of the future and paint in broad strokes how your innovation will be of benefit.

3. Overcome employee resistance, & empower & reward them to achieve progress. Once you've persuaded and gotten the blessing of your managerial superiors, then you need to do the same with the people reporting to you.

4. Execute well. What finally will make or break an organization's attempts at bringing new products and services to market is execution—the process of discussing hows and whats, of using questioning, analysis, and follow-through to achieve the results promised and ensure accountability.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 10-04 What do I need to know to encourage innovation?
Level of Difficulty: 2 Medium
Topic: Promoting Innovation Within the Organization
 








Chapter 11 Managing Individual Differences & Behavior: Supervising People as People Answer Key


 

True / False Questions 
 
	1.
	While different from Gen Xers that were born in the generation before them, the Millennials can be managed in much the same way the Boomers are. 
 
FALSE
The Millennials need to be managed in different ways from the generations that came before them according to experts.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	2.
	Millennials should be provided with constant feedback and recognition in the workplace. 
 
TRUE
In managing Millennials, the suggestions include giving them constant feedback and recognition. Millennials need to know they are making an impact and need to be recognized for their workplace contributions. Thus, supervisors should show them how their work contributes to the bottom line.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	3.
	One of the things that Millennials are looking for is a job with regular working hours. 
 
FALSE
What Millennials are looking for in the workplace is not only a good income and good relationships with their bosses and coworkers but also challenging daily work, the opportunity for growth, the chance to show off skills and be recognized for their accomplishments, casual dress environment, and flexible schedules for social and personal time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	4.
	The opportunity to receive mentoring in the workplace is appealing to Millennials. 
 
TRUE
As the most education-oriented generation in history, Millennials are strongly attracted to education and training. They should be given the chance to create long-term bonds with mentors.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	5.
	Individuality is defined as the stable psychological traits and behavioral attributes that give a person his or her identity. 
 
FALSE
Personality consists of the stable psychological traits and behavioral attributes that give a person his or her identity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	6.
	One of the Big Five personality dimensions is emotional stability. 
 
TRUE
The Big Five personality dimensions are (1) extroversion, (2) agreeableness, (3) conscientiousness, (4) emotional stability, and (5) openness to experience.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	7.
	Conviviality is one of the Big Five personality traits and is a measure of how outgoing, talkative, sociable, and assertive a person is. 
 
FALSE
Extroversion is among the Big Five and is a measure of how outgoing, talkative, sociable, and assertive a person is.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	8.
	Steadiness is the Big Five personality trait that refers to how dependable, responsible, achievement-oriented, and persistent one is. 
 
FALSE
Conscientiousness is how dependable, responsible, achievement-oriented, and persistent one is. Emotional stability is how relaxed, secure, and unworried one is.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	9.
	Across professions, extroversion is a stronger predictor of job performance than agreeableness. 
 
TRUE
Extroversion is a stronger predictor of job performance than agreeableness, across all professions, according to researchers. "It appears that being courteous, trusting, straightforward, and soft-hearted [that is, agreeableness] has a smaller impact on job performance," conclude the researchers, "than being talkative, active, and assertive [that is, extroversion]."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	10.
	The personality trait of conscientiousness has the strongest positive correlation with job performance. 
 
TRUE
Conscientiousness (strong work ethic) has been found to have the strongest positive correlation with job performance and training performance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	11.
	Often personality tests can be used effectively as the sole basis for hiring. 
 
FALSE
Don't hire on the basis of personality test results alone. Supplement any personality test data with information from reference checks, personal interviews, ability tests, and job performance records.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	12.
	Integrity tests are effective because dishonest people are unable to fake conscientiousness, even on a paper-and-pencil test. 
 
TRUE
Dishonest job applicants can often be screened by integrity tests, since dishonest people are reportedly unable to fake conscientiousness, even on a paper-and-pencil test.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	13.
	The proactive personality has been associated with job satisfaction and commitment to one's employer. 
 
TRUE
Someone with a proactive personality is more apt to take initiative and persevere to influence the environment. Research reveals that proactive people tend to be more satisfied with their jobs, committed to their employer, and produce more work than nonproactive individuals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	14.
	A person with an external locus of control is likely to respond more productively to merit pay incentives than one with an internal locus. 
 
FALSE
Since internals seem to have a greater belief that their actions have a direct effect on the consequences of that action, internals likely would prefer and respond more productively to incentives such as merit pay or sales commissions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	15.
	If you have a personal belief that you have what it takes to succeed, you would be best described as having an internal locus of control. 
 
FALSE
Self-efficacy is the belief in one's personal ability to do a task. Unlike locus of control, self-efficacy isn't about how much fate controls events. Rather, it's about your personal belief that you have what it takes to succeed.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	16.
	Learned helplessness is the debilitating lack of faith in one's ability to control one's environment. 
 
TRUE
Learned helplessness is the debilitating lack of faith in one's ability to control one's environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	17.
	Employees with low self-efficacy need lots of constructive pointers and positive feedback. 
 
TRUE
Self-efficacy refers to the belief in one's personal ability to do a task. It is a quality that can be nurtured. Employees with low self-efficacy need lots of constructive pointers and positive feedback.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	18.
	People with high self-esteem take more risks and handle failure better than those with low self-esteem. 
 
TRUE
Compared with people with low self-esteem, people with high self-esteem are more apt to handle failure better, to emphasize the positive, to take more risks, and to choose more unconventional jobs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	19.
	Self-awareness is the extent to which people are able to observe their own behavior and adapt it to external situations. 
 
FALSE
Self-monitoring is the extent to which people are able to observe their own behavior and adapt it to external situations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	20.
	Low self-monitoring individuals tend to have greater career success than high self-monitors. 
 
FALSE
Research shows a positive relationship between high self-monitoring and career success. Among 139 MBA graduates who were tracked for 5 years, high self-monitors enjoyed more internal and external promotions than did their low self-monitoring classmates.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	21.
	Self-awareness is the most essential trait of emotional intelligence. 
 
TRUE
Self-awareness is the most essential trait of EI. This is the ability to read your own emotions and gauge your moods accurately, so you know how you're affecting others.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	22.
	As an emotional intelligence trait, social awareness refers to the ability to communicate clearly, disarm conflicts, and build strong personal bonds. 
 
FALSE
In EI, relationship management is the ability to communicate clearly and convincingly, disarm conflicts, and build strong personal bonds.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	23.
	Organizational behavior is an interdisciplinary field dedicated to better understanding and management of people at work. 
 
TRUE
The informal aspects of an organization are the focus of the interdisciplinary field known as organizational behavior (OB), which is dedicated to better understanding and management of people at work.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	24.
	Lifelong behavior patterns are dictated by values that are fairly well set by the time people are in their early teens. 
 
TRUE
Values are abstract ideals that guide one's thinking and behavior across all situations. Lifelong behavior patterns are dictated by values that are fairly well set by the time people are in their early teens. After that, however, one's values can be reshaped by significant life-altering events.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 2 Medium
Topic: Values, Attitudes, and Behavior
 



	25.
	Status is a common value held in the workplace. 
 
TRUE
From a manager's point of view, it's helpful to know that values are those concepts, principles, things, people, or activities for which a person is willing to work hard or even make sacrifices. Compensation, recognition, and status are common values in the workplace.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 2 Medium
Topic: Values, Attitudes, and Behavior
 



	26.
	A value is a learned predisposition toward a specific object. 
 
FALSE
An attitude is defined as a learned predisposition toward a given object.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	27.
	Attitudes are abstract ideals that are directed toward all objects, people, or events consistently over time and related situations. 
 
FALSE
Values are abstract ideals, as in global beliefs and feelings, that are directed toward all objects, people, or events. Values tend to be consistent both over time and over related situations.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	28.
	The affective component of an attitude consists of the feelings or emotions one has about a situation. 
 
TRUE
The affective component of an attitude consists of the feelings or emotions one has about a situation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	29.
	The intentional component of an attitude is also known as the cognitive component. 
 
FALSE
The behavioral component of an attitude, also known as the intentional component, refers to how one intends or expects to behave toward a situation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	30.
	"I don't like socializing with my coworkers outside of work" is an example of the behavioral component of an attitude. 
 
FALSE
The behavioral component of an attitude, also known as the intentional component, refers to how one intends or expects to behave toward a situation. The affective component of an attitude consists of the feelings or emotions one has about a situation (here, what I don't like).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 3 Hard
Topic: Values, Attitudes, and Behavior
 



	31.
	Self-serving bias, according to Leon Festinger, describes the psychological discomfort a person experiences between his or her cognitive attitude and incompatible behavior. 
 
FALSE
In 1957, social psychologist, Leon Festinger proposed the term cognitive dissonance to describe the psychological discomfort a person experiences between his or her cognitive attitude and incompatible behavior.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	32.
	Belittling the importance of one's inconsistent behavior is a way to reduce cognitive dissonance. 
 
TRUE
Among the main ways to reduce cognitive dissonance is belittling the importance of the inconsistent behavior, as well as changing either attitude or behaviors, and finding consonant elements that outweigh the dissonant ones.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 2 Medium
Topic: Values, Attitudes, and Behavior
 



	33.
	A smoker who claims that the habit is not as dangerous as antismoking messages suggest, saying "My grandmother smokes and she's in her 80s," is attempting to reduce cognitive dissonance. 
 
TRUE
All cigarette smokers are repeatedly exposed to information that smoking is hazardous to health. But many belittle the habit as not being as risky as the antismoking messages suggest. This is an example of an attempt to reduce cognitive dissonance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 2 Medium
Topic: Values, Attitudes, and Behavior
 



	34.
	Gina was pregnant with her first child, and she ordered a beer at lunch. She drank it despite reading the label that said consumption of alcohol during pregnancy has been linked to birth defects. Her actions are likely to cause cognitive dissonance in the other patrons in the restaurant. 
 
FALSE
Cognitive dissonance describes the psychological discomfort a person experiences between his or her cognitive attitude and incompatible behavior. Here, Gina could have experienced cognitive dissonance because she knows about the warning and still drank the beer. The patrons might disapprove but have no inconsistency between their own attitudes and behaviors.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 3 Hard
Topic: Values, Attitudes, and Behavior
 



	35.
	Causal attribution is the process of interpreting and understanding one's environment. 
 
FALSE
Perception is the process of interpreting and understanding one's environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	36.
	The first step of the perception process is selective attention. 
 
TRUE
The first step of the perception process is selective attention in which you ask, "Did I notice something?" (See Figure 11.2.)


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	37.
	Stereotyping is a type of distortion in perception. 
 
TRUE
Although there are other types of distortion in perception, four of them are: (1) stereotyping, (2) the halo effect, (3) the recency effect, and (4) causal attribution.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	38.
	Stereotyping is holding negative notions about less privileged groups such as women or ethnic minorities. 
 
FALSE
Stereotyping is the tendency to attribute to an individual the characteristics one believes are typical of the group to which that individual belongs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	39.
	In research, both men and women prefer male bosses. 
 
TRUE
Although research shows that men and women do not differ in stereotypical manners, the stereotypes still persist. Thus, for example, people tend to prefer male bosses and generally view women leaders as being less effective than men.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	40.
	As employees' age increases, so does their job involvement and satisfaction. 
 
TRUE
Research shows that as employees' age increases, so does their job involvement and satisfaction, work motivation, and organizational commitment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	41.
	The halo effect occurs only with positive traits. 
 
FALSE
The halo effect occurs when we form an impression of an individual based on a single trait, such as being attractive. The phenomenon is also called the horn-and-halo effect because not only can a single positive trait be generalized into an array of positive traits but the reverse is also true.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	42.
	Leah has hired two new employees for her team, Jake and Margaret. Jake is outgoing and attractive, while Margaret is very bright but seems quiet and unsure of herself. Leah immediately expects Jake to outperform Margaret at the job. Jake is likely experiencing the halo effect. 
 
FALSE
The halo effect occurs when we form an impression of an individual based on a single trait, such as being attractive. "Employers (wrongly) expect good-looking workers to perform better than their less-attractive counterparts under both visual and oral interaction," said the researchers, "even after controlling for individual worker characteristics and worker confidence." Here, Leah is experiencing the halo effect, not Jake.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 3 Hard
Topic: Perception and Individual Behavior
 



	43.
	The activity of inferring causes for observed behavior is called causal attribution. 
 
TRUE
The halo effect occurs when we form an impression of an individual based on a single trait, such as being attractive. "Employers (wrongly) expect good-looking workers to perform better than their less-attractive counterparts under both visual and oral interaction," said the researchers, "even after controlling for individual worker characteristics and worker confidence." Here, Leah is experiencing the halo effect, not Jake.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	44.
	In the fundamental attribution bias, people tend to take more personal responsibility for success than for failure. 
 
FALSE
In the fundamental attribution bias, people attribute another person's behavior to his or her personal characteristics rather than to situational factors. In the self-serving bias, people tend to take more personal responsibility for success than for failure.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	45.
	A student who blames his failing test grade on unclear lectures and a poorly worded exam rather than his limited effort likely has a self-serving bias. 
 
TRUE
In the self-serving bias, people tend to take more personal responsibility for success than for failure. The way students typically analyze their performance on exams shows self-serving bias, with students earning As likely to attribute their grade to high ability or hard work and students earning Ds blaming factors such as bad luck, unclear lectures, and unfair testing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	46.
	The self-fulfilling prophecy describes the phenomenon in which people's expectations of themselves or others lead them to behave in ways that make those expectations come true. 
 
TRUE
The self-fulfilling prophecy, also known as the Pygmalion effect, describes the phenomenon in which people's expectations of themselves or others lead them to behave in ways that make those expectations come true.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 1 Easy
Topic: Perception and Individual Behavior
 



	47.
	One of the ways to create a Pygmalion effect is to encourage employees to visualize the successful execution of tasks. 
 
TRUE
Positive self-expectations are the foundation for creating an organizationwide Pygmalion effect, and managers can create positive performance expectations in a variety of ways, including encouraging employees to visualize the successful execution of tasks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	48.
	Job commitment is defined as an individual's involvement, satisfaction, and enthusiasm for work. 
 
FALSE
Employee engagement is defined as an individual's involvement, satisfaction, and enthusiasm for work. Engaged employees are expected to have feelings of urgency, intensity, and enthusiasm, as well as focus, which make them more committed to their employer and to put more effort into their jobs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 1 Easy
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	49.
	Job security and feelings of psychological safety propel engagement among employees. 
 
TRUE
Employee engagement is defined as an individual's involvement, satisfaction, and enthusiasm for work. Job security and feelings of psychological safety (when employees feel free of fear in trying new ideas) also propel job engagement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	50.
	Job satisfaction is correlated with lower absenteeism and turnover. 
 
TRUE
Among the key correlates of job satisfaction are stronger motivation, job involvement, organizational commitment, and life satisfaction and less absenteeism, tardiness, turnover, and perceived stress.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	51.
	High job satisfaction is a fundamental predictor of high job performance. 
 
FALSE
One comprehensive study found that (1) job satisfaction and performance are moderately related, meaning that employee job satisfaction is a key work attitude managers should consider when trying to increase performance; but (2) the relationship between satisfaction and performance is complex and it seems that both variables influence each other through a host of individual differences and work-environment characteristics.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	52.
	Organizational commitment reflects the extent to which an employee identifies with an organization and is dedicated to its goals. 
 
TRUE
Organizational commitment reflects the extent to which an employee identifies with an organization and is committed to its goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 1 Easy
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	53.
	Studies show a surprising lack of correlation between organizational commitment and job satisfaction. 
 
FALSE
Research shows a strong positive relationship between organizational commitment and job satisfaction and a moderate association with job performance. Thus, managers are advised to increase job satisfaction to elicit higher levels of commitment. In turn, higher commitment can facilitate higher performance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	54.
	When an employee does not show up for work every day it is known as turnover. 
 
FALSE
Absenteeism is when an employee doesn't show up for work. Turnover is when employees leave their jobs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 1 Easy
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	55.
	Turnover is very costly for an organization in terms of recruitment and training. 
 
TRUE
Every organization experiences some turnover, as employees leave for reasons of family, better job prospects, or retirement. However, except in low-skill industries, a continual revolving door of new employees is usually not a good sign, since replacement and training is expensive.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	56.
	At a working lunch with her boss and several people from other departments, Sanaa asked others about their projects and was genuinely interested in what they were trying to do. Here, Sanaa was exhibiting organizational citizenship. 
 
TRUE
Organizational citizenship behaviors are those employee behaviors that are not directly part of employees' job descriptions, and that exceed their work-rule requirements. One example includes expression of personal interest in the work of others.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 3 Hard
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	57.
	Violence is considered a dysfunctional work behavior. 
 
FALSE
Counterproductive work behaviors (CWBs) are those behaviors that harm employees and the organization as a whole. Such behaviors may include absenteeism and tardiness, drug and alcohol abuse, and disciplinary problems but also extend beyond them to more serious acts such as accidents, sabotage, sexual harassment, violence, theft, and white-collar crime.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	58.
	While it would be desirable, there is currently no way to screen employees at hiring to prevent counterproductive work behaviors. 
 
FALSE
It is more desirable to take preventive measures against counterproductive work behaviors. One way is to screen for CWB during the hiring process. For instance, it has been found that applicants scoring higher on cognitive ability (intelligence) tests are less likely to be involved in violence and property damage after they are hired.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	59.
	Diversity is synonymous with differences. 
 
FALSE
Diversity represents all the ways people are unlike and alike. Diversity is not synonymous with differences. Rather, it encompasses both differences and similarities.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	60.
	One of the four layers of diversity on Gardenswartz and Rowe's diversity wheel is labeled as organizational dimensions. 
 
TRUE
To help distinguish the important ways in which people differ, diversity experts Lee Gardenswartz and Anita Rowe have identified a diversity wheel consisting of four layers of diversity: (1) personality, (2) internal dimensions, (3) external dimensions, and (4) organizational dimensions (see Figure 11.3).


 
	AACSB: Diversity
Blooms: Remember
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 1 Easy
Topic: The New Diversified Workforce
 



	61.
	Personality is at the center of Gardenswartz and Rowe's diversity wheel. 
 
TRUE
At the center of the diversity wheel is personality. It is at the center because personality is defined as the stable physical and mental characteristics responsible for a person's identity.


 
	AACSB: Diversity
Blooms: Remember
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 1 Easy
Topic: The New Diversified Workforce
 



	62.
	On Gardenswartz and Rowe's diversity wheel, internal dimensions of diversity include gender, age, and race. 
 
TRUE
Internal dimensions of diversity are those human differences that exert a powerful, sustained effect throughout every stage of our lives: gender, age, ethnicity, race, sexual orientation, physical abilities.


 
	AACSB: Diversity
Blooms: Remember
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 1 Easy
Topic: The New Diversified Workforce
 



	63.
	On Gardenswartz and Rowe's diversity wheel, biographical dimensions of diversity consist of the personal characteristics that people acquire, discard, or modify throughout their lives. 
 
FALSE
External dimensions of diversity include an element of choice; they consist of the personal characteristics that people acquire, discard, or modify throughout their lives: educational background, marital status, parental status, religion, income, geographic location, work experience, recreational habits, appearance, personal habits.


 
	AACSB: Diversity
Blooms: Remember
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 1 Easy
Topic: The New Diversified Workforce
 



	64.
	Individuals have some ability to control their external dimensions of diversity. 
 
TRUE
External dimensions are referred to as the secondary dimensions of diversity because we have a greater ability to influence or control them than we do internal dimensions.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	65.
	In today's workplaces, the further up the pay scale and the higher the education level, the wider the earnings gap becomes between men and women. 
 
TRUE
Traditionally, women have earned roughly the same pay as men only in jobs paying $25,000-$30,000 a year. The further up the pay scale and the higher the education level, the wider the earnings gap.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	66.
	The glass ceiling is a concept that applies to both minorities and women. 
 
TRUE
The glass ceiling is the metaphor for an invisible barrier preventing women and minorities from being promoted to top executive jobs.


 
	AACSB: Diversity
Blooms: Remember
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 1 Easy
Topic: The New Diversified Workforce
 



	67.
	The Americans with Disabilities Act requires organizations to make all requested accommodations for an individual's disabilities. 
 
FALSE
Since 1992 we have had the Americans with Disabilities Act, which prohibits discrimination against the disabled and requires organizations only to reasonably accommodate an individual's disabilities.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	68.
	Declining literacy is a problem in the American workforce. 
 
TRUE
In the United States, literacy has dropped at every level of education. If, as has been alleged, more than two-thirds of the American workforce reads below ninth-grade level, that is a real problem for employers, because about 70% of the on-the-job reading materials are written at or above that level.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	69.
	Ethnocentrism is a strong self-identification with one's race or ethnicity, often to the exclusion of other personal characteristics. 
 
FALSE
Ethnocentrism is the belief that one's native country, culture, language, abilities, or behavior is superior to those of another culture.


 
	AACSB: Diversity
Blooms: Remember
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 1 Easy
Topic: The New Diversified Workforce
 



	70.
	Cognitive dissonance is the tension people feel when they are facing or enduring extraordinary demands, constraints, or opportunities and are uncertain about their ability to handle them effectively. 
 
FALSE
Stress is the tension people feel when they are facing or enduring extraordinary demands, constraints, or opportunities and are uncertain about their ability to handle them effectively.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 



	71.
	Very low levels of stress lead to the best workplace performance. 
 
FALSE
Historically researchers have generally believed that there is an inverted U-shaped relationship between stress and performance. That is, low levels of stress lead to low performance (because people are not "charged up" to perform), but high levels of stress also lead to an energy-sapping fight-or-flight response that produces low performance. Optimal performance, according to this hypothesis, results when people are subjected to moderate levels of stress.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	72.
	Stressors can be both positive and negative. 
 
TRUE
Stressors can be both negative and positive. That is, one can understand that being fired or being divorced can be a great source of stress but so can being promoted or getting married. As Selye writes, "It is immaterial whether the agent or the situation we face is pleasant or unpleasant; all that counts is the intensity of the demand for adjustment and adaptation."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	73.
	Type A behavior has been associated with decreased work performance. 
 
FALSE
A Type A behavior pattern involves a chronic, determined struggle to accomplish more in less time. Type A behavior has been associated with increased performance in the work of professors, students, and life insurance brokers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	74.
	Sets of behaviors that people expect of occupants of a position are known as roles. 
 
TRUE
Roles are sets of behaviors that people expect of occupants of a position.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 



	75.
	Having to decide between working late at your boss's request or attending your child's birthday party is an example of role overload. 
 
FALSE
Role conflict occurs when one feels torn by the different expectations of important people in one's life. For example, your supervisor says the company needs you to stay late to meet an important deadline, but your family expects you to be present for your child's birthday party.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	76.
	Boredom, irritability, and nervousness can be symptoms of stress. 
 
TRUE
Psychological symptoms of stress include boredom, irritability, nervousness, anger, anxiety, hostility, and depression.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	77.
	Role overload is a state of emotional, mental, and physical exhaustion, expressed as listlessness, indifference, or frustration. 
 
FALSE
Burnout is a state of emotional, mental, and even physical exhaustion, expressed as listlessness, indifference, or frustration.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 



	78.
	Extra staff at peak periods is an example of buffers managers can use to prevent employee burnout. 
 
TRUE
There are all kinds of buffers, or administrative changes, that managers can make to reduce the stressors that lead to employee burnout. One example is extra staff or equipment at peak periods.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	79.
	Employee assistance programs focus on self-responsibility, nutritional and environmental awareness, relaxation techniques, and physical fitness. 
 
FALSE
Employee assistance programs (EAPs) include a host of programs aimed at helping employees to cope with stress, burnout, substance abuse, health-related problems, family and marital issues, and any general problem that negatively influences job performance. A holistic wellness program focuses on self-responsibility, nutritional awareness, relaxation techniques, physical fitness, and environmental awareness.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 


 

Multiple Choice Questions 
 
	80.
	Millennials are more likely than older workers to 
 

	A. 
	be very independent.



	B. 
	focus exclusively on financial rewards.



	C. 
	appreciate a slower pace.



	D. 
	want more hands-on guidance.



	E. 
	be more patient in seeing the results of their work.


Gen Yers are extremely independent, because many were raised as day care or latchkey kids and have been left alone to make their own decisions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	81.
	The stable psychological traits and behavioral attributes that give a person her identity are known as her 
 

	A. 
	character.



	B. 
	values.



	C. 
	attitudes.



	D. 
	attributions.



	E. 
	personality.


Personality consists of the stable psychological traits and behavioral attributes that give a person his or her identity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	82.
	Which of the following is one of the Big 5 personality dimensions? 
 

	A. 
	Dependability



	B. 
	Tolerance for ambiguity



	C. 
	Openness to change



	D. 
	Agreeableness



	E. 
	Openness to extremes


The Big Five personality dimensions are (1) extroversion, (2) agreeableness, (3) conscientiousness, (4) emotional stability, and (5) openness to experience.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	83.
	______ is the personality dimension that describes how intellectual, imaginative, curious, and broad-minded a person is. 
 

	A. 
	Inquisitiveness



	B. 
	Emotional stability



	C. 
	Openness to experience



	D. 
	Extroversion



	E. 
	Inventiveness


Openness to experience is how intellectual, imaginative, curious, and broadminded one is.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	84.
	______ is the personality dimension that describes how achievement-oriented and persistent a person is. 
 

	A. 
	Emotional stability



	B. 
	Conscientiousness



	C. 
	Extroversion



	D. 
	Locus of control



	E. 
	Self-efficacy


Conscientiousness is how dependable, responsible, achievement-oriented, and persistent one is.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	85.
	Michael is frequently nervous, tense, and worried, both at work and at home. He likely scores low on which of the Big Five personality dimensions? 
 

	A. 
	Emotional stability



	B. 
	Conscientiousness



	C. 
	Extroversion



	D. 
	Openness to experience



	E. 
	Self-monitoring


Standardized personality tests are used to score people on each dimension to draw a person's personality profile that is supposedly as unique as his or her fingerprints. For example, if you scored low on emotional stability, you supposedly would be nervous, tense, angry, and worried.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 3 Hard
Topic: Personality and Individual Behavior
 



	86.
	Jenna really enjoys mingling at work functions, both to network for new contacts and simply to share stories with other interesting people. Jenna probably scores high in 
 

	A. 
	emotional stability.



	B. 
	conscientiousness.



	C. 
	extroversion.



	D. 
	agreeableness.



	E. 
	openness to experience.


Extroversion is how outgoing, talkative, sociable, and assertive a person is, qualities which Jenna appears to possess.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 3 Hard
Topic: Personality and Individual Behavior
 



	87.
	______ has been associated with success for managers and salespeople. 
 

	A. 
	Extroversion



	B. 
	Agreeableness



	C. 
	Openness to experience



	D. 
	Emotional stability



	E. 
	Conscientiousness


Extroversion (an outgoing personality) has been associated with success for managers and salespeople.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	88.
	How should a manager use personality tests? 
 

	A. 
	Use graphology tests to infer personality.



	B. 
	Create personality profiles of the desirable employee for different jobs.



	C. 
	Experiment with various personality tests that appear on the Internet.



	D. 
	Assess testing for any possible adverse impact on hiring women and minorities.



	E. 
	Avoid them, as they are illegal.


In using personality tests, you should regularly assess any possible adverse impact of personality tests on the hiring of women and minorities. This is truly a matter of great importance, since you don't want to find your company (or yourself) embroiled in a lawsuit at some point downstream.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	89.
	A person who is apt to take initiative and persevere to influence the environment is said to have a(n) ______ personality. 
 

	A. 
	emotionally stable



	B. 
	proactive



	C. 
	extroverted



	D. 
	emotionally intelligent



	E. 
	self-efficacious


A proactive personality is someone who is more apt to take initiative and persevere to influence the environment. People of this sort identify opportunities and act on them, which makes them associated not only with individual, team, and organizational success but also with entrepreneurship.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	90.
	The extent to which people believe they control their own fate through their own efforts is called their 
 

	A. 
	tolerance for ambiguity.



	B. 
	locus of control.



	C. 
	emotional stability.



	D. 
	self-efficacy.



	E. 
	self-monitoring.


Locus of control indicates how much people believe they control their fate through their own efforts. If you have an internal locus of control, you believe you control your own destiny. If you have an external locus of control, you believe external forces control you.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	91.
	People with ______ exhibit less anxiety, greater motivation, and stronger expectations that effort leads to performance. 
 

	A. 
	high self-efficacy



	B. 
	high self-monitoring



	C. 
	internal locus of control



	D. 
	high tolerance for ambiguity



	E. 
	high self-esteem


Those with internal locus of control exhibit less anxiety, greater work motivation, and stronger expectations that effort leads to performance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	92.
	Employees with a(n) ______ locus of control will probably resist close managerial supervision. 
 

	A. 
	high



	B. 
	internal



	C. 
	external



	D. 
	absent



	E. 
	low


Employees with internal locus of control will probably resist close managerial supervision. Hence, they should probably be placed in jobs requiring high initiative and lower compliance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	93.
	Cara's manager notices that she exhibits an internal locus of control when she speaks about her work. Her manager should 
 

	A. 
	give Cara a lot of positive feedback.



	B. 
	ensure that Cara has a highly structured job.



	C. 
	give Cara a job with much social contact with coworkers and customers.



	D. 
	closely supervise Cara's work.



	E. 
	provide an incentive structure to pay Cara.


Since an employee with an internal locus of control seems to have a greater belief that her actions have a direct effect on the consequences of that action, she likely would prefer and respond more productively to incentives such as merit pay or sales commissions.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 3 Hard
Topic: Personality and Individual Behavior
 



	94.
	Belief in one's personal ability to do a task is called 
 

	A. 
	self-esteem.



	B. 
	openness to experience.



	C. 
	self-efficacy.



	D. 
	locus of control.



	E. 
	self-monitoring.


Self-efficacy is a belief in one's personal ability to do a task.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	95.
	Complex, challenging, and autonomous jobs tend to enhance people's perceptions of their 
 

	A. 
	self-efficacy.



	B. 
	increased anxiety.



	C. 
	tolerance for pain.



	D. 
	learned helplessness.



	E. 
	self-esteem.


Complex, challenging, and autonomous jobs tend to enhance people's perceptions of their self-efficacy. Boring, tedious jobs generally do the opposite.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	96.
	Wei is a manager of several subordinates who seem to be low in self-efficacy. In an effort to improve this, she should 
 

	A. 
	let them learn new tasks independently.



	B. 
	give them simplistic jobs.



	C. 
	immediately create very challenging goals for them.



	D. 
	provide guided experiences and mentoring.



	E. 
	avoid giving positive feedback.


Self-efficacy is a quality that can be nurtured. Employees with low self-efficacy need lots of constructive pointers and positive feedback. Goal difficulty needs to match individuals' perceived self-efficacy, but goals can be made more challenging as performance improves. Small successes need to be rewarded. Employees' expectations can be improved through guided experiences, mentoring, and role modeling.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 3 Hard
Topic: Personality and Individual Behavior
 



	97.
	The extent to which people like or dislike themselves is called their 
 

	A. 
	emotional stability.



	B. 
	self-esteem.



	C. 
	locus of control.



	D. 
	self-efficacy.



	E. 
	self-monitoring.


Self-esteem is the extent to which people like or dislike themselves, their overall self-evaluation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	98.
	People with low self-esteem ______ than those who with higher self-esteem. 
 

	A. 
	handle failure better



	B. 
	choose more unconventional jobs



	C. 
	focus more on their strengths



	D. 
	are more dependent on others



	E. 
	exhibit more aggressive behavior


Low-self-esteem people confronted with failure have been found to have focused on their weaknesses and to have had primarily negative thoughts. Moreover, they are more dependent on others and are more apt to be influenced by them and to be less likely to take independent positions.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	99.
	If a manager knows one of her subordinates has low self-esteem and wishes to enhance it, she should 
 

	A. 
	provide frequent reminders about improving weaknesses.



	B. 
	avoid delegating work to this subordinate.



	C. 
	redesign the work so that it is routine and structured.



	D. 
	avoid giving feedback.



	E. 
	express confidence in the employee's abilities to complete given tasks.


Managers can build employee self-esteem by reinforcing employees' positive attributes and skills, providing positive feedback whenever possible, breaking larger projects into smaller tasks and projects, expressing confidence in employees' abilities to complete their tasks, and providing coaching whenever employees are seen to be struggling to complete tasks (see Table 11.2).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	100.
	People with high ______ are responsive to social and interpersonal cues of others. 
 

	A. 
	self-esteem



	B. 
	self-monitoring



	C. 
	locus of control



	D. 
	self-efficacy



	E. 
	agreeableness


Self-monitoring is the extent to which people are able to observe their own behavior and adapt it to external situations. Those high in self-monitoring are able to regulate self-presentation for desired public appearances, and be highly responsive to social and interpersonal cues of others.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	101.
	Low self-monitors are often criticized for being ______ to others. 
 

	A. 
	insincere



	B. 
	boastful



	C. 
	aggressive



	D. 
	unfair



	E. 
	insensitive


Whereas some high self-monitors are criticized for being chameleons, always able to adapt their self-presentation to their surroundings, low self-monitors are often criticized for being on their own planet and insensitive to others. Instead, their behavior may reflect their own inner states, including their attitudes and feelings.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	102.
	The ability to cope, empathize with others, and be self-motivated is called 
 

	A. 
	emotional intelligence.



	B. 
	self-awareness.



	C. 
	social awareness.



	D. 
	self-efficacy.



	E. 
	self-monitoring.


Emotional intelligence is the ability to cope, to empathize with others, and to be self-motivated.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 1 Easy
Topic: Personality and Individual Behavior
 



	103.
	Which of the following is a trait of emotional intelligence? 
 

	A. 
	situational awareness



	B. 
	self-sufficiency



	C. 
	self-monitoring



	D. 
	social awareness



	E. 
	self-efficacy


Traits of emotional intelligence are (1) self-awareness, (2) self-management, (3) social awareness, and (4) relationship management (see Table 11.3).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	104.
	The ability to control your emotions and act with honesty and integrity in reliable and adaptable ways is known as 
 

	A. 
	self-awareness.



	B. 
	self-management.



	C. 
	social awareness.



	D. 
	situational awareness.



	E. 
	relationship management.


The self-management trait of EI is the ability to control your emotions and act with honesty and integrity in reliable and adaptable ways. You can leave occasional bad moods outside the office.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	105.
	Organizational ______ tries to explain and predict workplace behavior to help managers better lead and motivate others. 
 

	A. 
	behavior



	B. 
	development



	C. 
	culture



	D. 
	strategy



	E. 
	science


Organizational behavior (OB) is dedicated to better understanding and management of people at work. In particular, OB tries to help managers not only explain workplace behavior but also to predict it, so that they can better lead and motivate their employees to perform productively.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
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	106.
	The abstract ideals that guide a person's thinking and behavior across all situations are called 
 

	A. 
	ethics.



	B. 
	culture.



	C. 
	values.



	D. 
	attitudes.



	E. 
	perceptions.


Values are abstract ideals that guide one's thinking and behavior across all situations.
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	107.
	Surveys show that employees are more interested in ______ rather than just earning a paycheck. 
 

	A. 
	advancement opportunity



	B. 
	recognition



	C. 
	benefits



	D. 
	work-life balance



	E. 
	status


According to numerous surveys, employees are more interested in striking a balance between work and family life rather than just earning a paycheck.
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	108.
	The three components of ______ are affective, cognitive, and behavioral. 
 

	A. 
	value assessment



	B. 
	attitude



	C. 
	job satisfaction



	D. 
	personality



	E. 
	stress


Attitudes have three components: affective, cognitive, and behavioral.
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	109.
	The ______ component of an attitude consists of the beliefs and knowledge one has about a situation. 
 

	A. 
	behavioral



	B. 
	decisional



	C. 
	cognitive



	D. 
	affective



	E. 
	factual


The cognitive component of an attitude consists of the beliefs and knowledge one has about a situation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 1 Easy
Topic: Values, Attitudes, and Behavior
 



	110.
	The statement, "I really don't like that Samuel got so angry in that meeting," reflects the ______ component of an attitude. 
 

	A. 
	behavioral



	B. 
	emotion



	C. 
	cognitive



	D. 
	affective



	E. 
	value


The affective component of an attitude consists of the feelings or emotions one has about a situation.
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	111.
	The statement, "I won't give Kim such a tight deadline again," reflects the ______ component of an attitude. 
 

	A. 
	behavioral



	B. 
	decisional



	C. 
	cognitive



	D. 
	affective



	E. 
	value


The behavioral component of an attitude, also known as the intentional component, refers to how one intends or expects to behave toward a situation.
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	112.
	The statement, "Spencer is slow to return phone calls," reflects the ______ component of an attitude. 
 

	A. 
	behavioral



	B. 
	decisional



	C. 
	cognitive



	D. 
	affective



	E. 
	value


The cognitive component of an attitude consists of the beliefs and knowledge one has about a situation.
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	113.
	Because people are uncomfortable with inconsistency between their attitudes and behaviors, they will seek to reduce 
 

	A. 
	a self-fulfilling prophecy.



	B. 
	fundamental attribution.



	C. 
	a self-serving bias.



	D. 
	causal attribution.



	E. 
	cognitive dissonance.


In 1957, social psychologist Leon Festinger proposed the term cognitive dissonance to describe the psychological discomfort a person experiences between his or her cognitive attitude and incompatible behavior. Because people are uncomfortable with inconsistency, Festinger theorized, they will seek to reduce the "dissonance" or tension of the inconsistency.
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	114.
	Under which of the following circumstances would the desire to reduce cognitive dissonance be greatest? 
 

	A. 
	When large amounts of money are on the line.



	B. 
	When the individual has little control.



	C. 
	When the elements seem like an inconsequential ambiguity.



	D. 
	When there is little emotional investment in the situation.



	E. 
	When the components of attitude have no inconsistency.


You're apt to cling to old ideas in the face of new evidence (in other words, reduce dissonance) if you have a lot invested emotionally or financially in those ideas.
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	115.
	Which of the following is not one of the main ways to reduce cognitive dissonance? 
 

	A. 
	Change your attitude.



	B. 
	Change your behavior.



	C. 
	Eliminate the self-serving bias.



	D. 
	Find consonant elements that outweigh the dissonant ones.



	E. 
	Belittle the importance of the inconsistent behavior.


Among the main ways to reduce cognitive dissonance are to change your attitude and/or behavior, belittle the importance of the inconsistent behavior, or find consonant elements that outweigh the dissonant ones (see Table 11.4).
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	116.
	According to Festinger, which of the following factors is most relevant as people deal with the discomfort of cognitive dissonance? 
 

	A. 
	Personal ethics



	B. 
	Judgment of others



	C. 
	Personality differences



	D. 
	Control over the situation



	E. 
	Experience with decision-making


How people deal with the discomfort of cognitive dissonance depends on three factors: importance, control, and rewards.
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	117.
	The process of interpreting and understanding one's environment is called 
 

	A. 
	self-awareness.



	B. 
	perception.



	C. 
	cognition.



	D. 
	self-monitoring.



	E. 
	openness to experience.


Perception is the process of interpreting and understanding one's environment.
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	118.
	Which of the following is not a step in the perceptual process? 
 

	A. 
	Selective attention.



	B. 
	Retrieving from memory to make judgments and decisions.



	C. 
	Causal attribution.



	D. 
	Interpretation and evaluation.



	E. 
	Storing in memory.


The process of perception is complex, but it can be boiled down to four steps: selective attention, interpretation and evaluation, storing in memory, and retrieving from memory to make judgments and decisions (see Figure 11.2).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	119.
	Which of the following is not a distortion in perception? 
 

	A. 
	Cognitive dissonance



	B. 
	Stereotyping



	C. 
	Halo effect



	D. 
	The recency effect



	E. 
	Causal attribution


Although there are other types of distortion in perception, the text describes the following: (1) stereotyping, (2) the halo effect, (3) the recency effect, and (4) causal attribution.
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	120.
	The tendency to attribute to an individual the characteristics one believes are typical of the group to which that individual belongs is called 
 

	A. 
	generalization.



	B. 
	selective perception.



	C. 
	a fundamental attribution error.



	D. 
	stereotyping.



	E. 
	the halo effect.


Stereotyping is the tendency to attribute to an individual the characteristics one believes are typical of the group to which that individual belongs.
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	121.
	As an employee's age increases, his or her 
 

	A. 
	job involvement decreases.



	B. 
	absenteeism increases.



	C. 
	job satisfaction increases.



	D. 
	work motivation decreases.



	E. 
	organizational commitment decreases.


Research shows that as employees' age increases, so does their job involvement and satisfaction, work motivation, and organizational commitment.
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	122.
	Brad was hiring a new financial analyst, and he had several good candidates. He was leaning towards hiring Kai, a Japanese American woman, since he thinks Asians are better at math. Brad is exhibiting which distortion in perception? 
 

	A. 
	Racism



	B. 
	The recency effect



	C. 
	A fundamental attribution error



	D. 
	Stereotyping



	E. 
	The halo effect


Stereotyping is the tendency to attribute to an individual the characteristics one believes are typical of the group to which that individual belongs.
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	123.
	The ______ occurs when we form an impression of an individual based on a single trait. 
 

	A. 
	halo effect



	B. 
	self-fulfilling prophecy



	C. 
	fundamental attribution error



	D. 
	self-serving bias effect



	E. 
	selective perception error


The halo effect occurs when we form an impression of an individual based on a single trait.
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	124.
	The tendency to remember recent information better than earlier information is called 
 

	A. 
	the recency effect.



	B. 
	a self-serving bias.



	C. 
	the fundamental attribution bias.



	D. 
	selective perception.



	E. 
	stereotyping.


The recency effect is the tendency to remember recent information better than earlier information, perhaps because when you activate your recall, the later recollections are still present in working memory.
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	125.
	The tendency to attribute another person's behavior to his or her personal characteristics rather than to the situation the person is in is called 
 

	A. 
	the halo effect.



	B. 
	a self-serving bias.



	C. 
	the fundamental attribution bias.



	D. 
	selective perception.



	E. 
	stereotyping.


In the fundamental attribution bias, people attribute another person's behavior to his or her personal characteristics rather than to situational factors.
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	Tori has been telling everyone in the sales department of her incredible skill as a salesperson, since she beat her goal this year by nearly 30%. But last year when she didn't even reach her goal, she said it was simply the economy. This is an example of the 
 

	A. 
	halo effect.



	B. 
	self-fulfilling prophecy.



	C. 
	fundamental attribution bias.



	D. 
	self-serving bias.



	E. 
	selective perception error.


In the self-serving bias, people tend to take more personal responsibility for success than for failure.
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	127.
	A waiter expects a group of poorly dressed customers to be stingy tippers and gives them poor service, so he gets the result that he expects, a very small tip. This is an example of the 
 

	A. 
	halo effect.



	B. 
	self-fulfilling prophecy.



	C. 
	fundamental attribution bias.



	D. 
	self-serving bias.



	E. 
	selective perception error.


The self-fulfilling prophecy, also known as the Pygmalion effect, describes the phenomenon in which people's expectations of themselves or others lead them to behave in ways that make those expectations come true. An example is a waiter who expects some poorly dressed customers to be stingy tippers, who therefore gives them poor service and so gets the result he or she expected, a much lower tip than usual.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	128.
	The extent to which employees have positive or negative feelings about various aspects of their work refers to their 
 

	A. 
	job involvement.



	B. 
	job performance.



	C. 
	organizational commitment.



	D. 
	job enrichment.



	E. 
	job satisfaction.


Job satisfaction is the extent to which you feel positive or negative about various aspects of your work.
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	Julia really doesn't like her new boss and is not happy with the new tasks she's been assigned and the long hours she's been working. Still, she truly believes in what the company is trying to accomplish. Julia has 
 

	A. 
	poor job performance.



	B. 
	low job involvement.



	C. 
	low organizational commitment.



	D. 
	poor job enrichment.



	E. 
	low job satisfaction.


Job satisfaction is the extent to which you feel positive or negative about various aspects of your work. Most people don't like everything about their jobs. Their overall satisfaction depends on how they feel about several components, such as work, pay, promotions, coworkers, and supervision.
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	130.
	Which of the following factors is most relevant to a person's overall satisfaction with his or her job? 
 

	A. 
	Life outside of work



	B. 
	Coworkers



	C. 
	Locus of control



	D. 
	Industry



	E. 
	Self-efficacy


A person's overall satisfaction with work depends on how he or she feels about several components, such as work, pay, promotions, coworkers, and supervision.
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	131.
	Job satisfaction results in stronger ______ and lower levels of ______ 
 

	A. 
	job involvement; work-life balance.



	B. 
	motivation; life satisfaction.



	C. 
	organizational commitment; perceived stress.



	D. 
	perceived stress; life satisfaction.



	E. 
	perceived stress; absenteeism.


Among the key correlates of job satisfaction are stronger motivation, job involvement, organizational commitment, and life satisfaction and less absenteeism, tardiness, turnover, and perceived stress.
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	132.
	The extent to which an employee identifies with an organization and is committed to its goals is called 
 

	A. 
	job involvement.



	B. 
	job performance.



	C. 
	organizational commitment.



	D. 
	job satisfaction.



	E. 
	job enrichment.


Organizational commitment reflects the extent to which an employee identifies with an organization and is committed to its goals.
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	133.
	________ programs help employees to integrate and transition to a new job. 
 

	A. 
	Organizational citizenship



	B. 
	Employee assistance



	C. 
	Onboarding



	D. 
	Self-efficacy



	E. 
	Proactive


Onboarding programs help employees to integrate and transition to new jobs by making them familiar with corporate policies, procedures, culture, and politics by clarifying work-role expectations and responsibilities.
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	134.
	Employee behaviors that exceed the work-role requirements for the job are known as 
 

	A. 
	organizational citizenship behaviors.



	B. 
	the halo effect.



	C. 
	counterproductive work behaviors.



	D. 
	self-efficacy behaviors.



	E. 
	proactive behaviors.


Organizational citizenship behaviors are those employee behaviors that are not directly part of employees' job descriptions, or that exceed their work-role requirements.
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	Miles impressed his boss by making lots of suggestions for department improvements and by putting in many weekend hours to do extra tasks to develop the new procedures. Miles is exhibiting 
 

	A. 
	self-efficacy.



	B. 
	onboarding traits.



	C. 
	organizational citizenship behaviors.



	D. 
	the halo effect.



	E. 
	counterproductive work behaviors.


Organizational citizenship behaviors are those employee behaviors that are not directly part of employees' job descriptions, or that exceed their work-role requirements. Examples include suggestions for improvement, and attendance well beyond standard or enforceable levels.
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	136.
	Absenteeism, drug and alcohol abuse, and disciplinary problems are examples of 
 

	A. 
	organizational citizenship behaviors.



	B. 
	self-efficacy.



	C. 
	causal attribution.



	D. 
	counterproductive work behaviors.



	E. 
	self-serving bias.


Counterproductive work behaviors are types of behavior that harm employees and the organization as a whole. Such behaviors may include absenteeism and tardiness, drug and alcohol abuse, and disciplinary problems.
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	137.
	______ represent(s) all the ways people are unlike and alike. 
 

	A. 
	Lifestyle



	B. 
	Dimensions



	C. 
	Background



	D. 
	Conditions



	E. 
	Diversity


Diversity represents all the ways people are unlike and alike, such as the differences and similarities in age, gender, race, religion, ethnicity, sexual orientation, capabilities, and socioeconomic background.
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	138.
	Which of the following is one of the four layers of the diversity wheel? 
 

	A. 
	Gender



	B. 
	External dimensions



	C. 
	Llfestyle



	D. 
	Management status



	E. 
	Physical ability


To help distinguish the important ways in which people differ, diversity experts Lee Gardenswartz and Anita Rowe have identified a "diversity wheel" consisting of four layers of diversity: (1) personality, (2) internal dimensions, (3) external dimensions, and (4) organizational dimensions (see Figure 11.3).
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	139.
	______ is at the center of the diversity wheel. 
 

	A. 
	Philosophy



	B. 
	Personality



	C. 
	Psychometrics



	D. 
	Philanthropy



	E. 
	Psychology


Personality is defined as the stable physical and mental characteristics responsible for a person's identity. It is at the center of the diversity wheel.
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	140.
	Which of the following would be considered a primary dimension of diversity? 
 

	A. 
	Physical ability



	B. 
	Religion



	C. 
	Lifestyle



	D. 
	Appearance



	E. 
	Educational background


Internal dimensions of diversity are those human differences that exert a powerful, sustained effect throughout every stage of our lives: gender, age, ethnicity, race, sexual orientation, physical abilities. These are referred to as the primary dimensions of diversity because they are not within our control for the most part.
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	141.
	Which of the following dimensions is an example of a secondary dimension on the diversity wheel? 
 

	A. 
	Income



	B. 
	Race



	C. 
	Sexual orientation



	D. 
	Physical abilities



	E. 
	Age


External dimensions of diversity include an element of choice; they consist of the personal characteristics that people acquire, discard, or modify throughout their lives: educational background, marital status, parental status, religion, income, geographic location, work experience, recreational habits, appearance, personal habits. They are referred to as the secondary dimensions of diversity because we have a greater ability to influence or control them than we do internal dimensions.
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	142.
	Which of the following dimensions is an example of an organizational dimension on the diversity wheel? 
 

	A. 
	Income



	B. 
	Work experience



	C. 
	Union affiliation



	D. 
	Educational background



	E. 
	Physical abilities


Organizational dimensions include management status, union affiliation, work location, seniority, work content, and division or department.
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	143.
	Which of the following diversity issues is true in the U.S. workforce? 
 

	A. 
	Unemployment among the disabled has dropped sharply since the introduction of the Americans with Disabilities Act.



	B. 
	Literacy has ceased to be an issue among American workers.



	C. 
	The median age of the American worker is increasing.



	D. 
	White households continue to have higher median incomes than Asian ones.



	E. 
	Among the top 500 U.S. companies, most currently do not yet offer domestic partner benefits for same-sex couples.


The median age of the American worker is predicted to reach 42.8 by 2020, up from 34.3 in 1980.
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	144.
	Which of the following is a reason that some women face a glass ceiling? 
 

	A. 
	Poor goal-setting



	B. 
	Inability to motivate others



	C. 
	Poor financial performance



	D. 
	Lack of mentors



	E. 
	Inability to produce high-quality work


The obstacles to women's progress are known as the glass ceiling, the metaphor for an invisible barrier preventing women and minorities from being promoted to top executive jobs. What factors are holding women back? Three that are mentioned are negative stereotypes, lack of mentors, and limited experience in line or general management.
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	145.
	The Americans with Disabilities Act requires employers to 
 

	A. 
	hire all qualified disabled persons who apply.



	B. 
	reasonably accommodate an individual's disability.



	C. 
	hire quotas of qualified disabled persons.



	D. 
	actively solicit job applications from disabled persons.



	E. 
	hire disabled persons to qualify for tax breaks.


The Americans with Disabilities Act prohibits discrimination against the disabled and requires organizations to reasonably accommodate an individual's disabilities.
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	Melanie has a master's degree in psychology, but she is working at a sunglasses cart in the mall. She is currently 
 

	A. 
	experiencing reverse discrimination.



	B. 
	underemployed.



	C. 
	lacking a support system.



	D. 
	demotivated.



	E. 
	recession-resistant.


About 27% of people working have a college degree. But some are underemployed, working at jobs that require less education than they have, such as tending bar or managing video stores.
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	147.
	______ is the belief that one's native country, culture, language, abilities, or behavior is superior to those of another culture. 
 

	A. 
	Reverse discrimination



	B. 
	Stereotyping



	C. 
	An ethical dilemma



	D. 
	Diversity



	E. 
	Ethnocentrism


Ethnocentrism is the belief that one's native country, culture, language, abilities, or behavior is superior to those of another culture.
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	148.
	Chris believes that he was not promoted to professor at State University because of the university's desire to promote minorities and women to achieve greater diversity at higher ranks. Chris thinks he is experiencing 
 

	A. 
	reverse discrimination.



	B. 
	ethnocentrism.



	C. 
	an ethical dilemma.



	D. 
	diversity.



	E. 
	stereotyping.


Some employees are afraid that attempts to achieve greater diversity in their organization will result in reverse discrimination, that more black or Asian employees will be promoted to fire captain or police lieutenant, for example, over the heads of supposedly more qualified whites.
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	149.
	______ is the tension people feel when they are facing or enduring extraordinary demands, constraints, or opportunities and are uncertain about their ability to handle them effectively. 
 

	A. 
	Apprehension



	B. 
	Role conflict



	C. 
	Role overload



	D. 
	Stress



	E. 
	Anxiety


Stress is the tension people feel when they are facing or enduring extraordinary demands, constraints, or opportunities and are uncertain about their ability to handle them effectively.
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	150.
	Which of the following best describes the graph of stress (x-axis) versus performance (y-axis)? 
 

	A. 
	Line with a positive slope



	B. 
	Line with a negative slope



	C. 
	A horizontal line



	D. 
	U-shaped curve



	E. 
	Inverted u-shaped curve


Historically researchers have generally believed that there is an inverted U-shaped relationship between stress and performance. That is, low levels of stress lead to low performance (because people are not "charged up" to perform), but high levels of stress also lead to an energy-sapping fight-or-flight response that produces low performance. Optimal performance, according to this hypothesis, results when people are subjected to moderate levels of stress.
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	151.
	When others' expectations exceed one's ability, ______ has occurred. 
 

	A. 
	Burnout



	B. 
	Role overload



	C. 
	Learned helplessness



	D. 
	Role conflict



	E. 
	Role ambiguity


Role overload occurs when others' expectations exceed one's ability.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 



	152.
	You have important clients in town who want to have dinner with you, but your mother has a plumbing leak and has asked you to come over and shut off the water until she can get it fixed tomorrow. You are experiencing 
 

	A. 
	role ambiguity.



	B. 
	burnout.



	C. 
	learned helplessness.



	D. 
	role overload.



	E. 
	role conflict.


Role conflict occurs when one feels torn by the different expectations of important people in one's life.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 3 Hard
Topic: Understanding Stress and Individual Behavior
 



	153.
	Which of the following is not a symptom of stress? 
 

	A. 
	Slurred speech



	B. 
	Insomnia



	C. 
	Hostility



	D. 
	Alcohol abuse



	E. 
	Heart attack


Negative stress reveals itself in three kinds of symptoms, including serious physiological signs like heart attacks, psychological signs like hostility, and behavioral signs like sleeplessness and alcohol abuse.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	154.
	______ is a state of emotional, mental, and even physical exhaustion, expressed as listlessness, indifference, or frustration. 
 

	A. 
	Eustress



	B. 
	Distress



	C. 
	Role overload



	D. 
	Burnout



	E. 
	Breakdown


Burnout is a state of emotional, mental, and even physical exhaustion, expressed as listlessness, indifference, or frustration.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 



	155.
	Which of the following is the most common drug of abuse? 
 

	A. 
	Marijuana



	B. 
	Tranquilizers



	C. 
	Prescription pain medication



	D. 
	Methamphetamine



	E. 
	Alcohol


Alcohol is the most common drug of abuse.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 



	156.
	A(n) ______ program includes plans to help employees cope with stress, burnout, substance abuse, health problems, and family issues that influence job performance. 
 

	A. 
	holistic wellness



	B. 
	employee engagement



	C. 
	counterproductive behavior



	D. 
	employee assistance



	E. 
	self-monitoring


Employee assistance programs (EAPs) include a host of programs aimed at helping employees to cope with stress, burnout, substance abuse, health-related problems, family and marital issues, and any general problem that negatively influences job performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 1 Easy
Topic: Understanding Stress and Individual Behavior
 



	157.
	Which of the following is not a suggested strategy for reducing unhealthy stressors in organizations? 
 

	A. 
	Rollout employee assistance programs.



	B. 
	Recommend a holistic wellness approach.



	C. 
	Develop a more formal structure with authoritative supervision.



	D. 
	Make jobs interesting.



	E. 
	Make career counseling available.


Job stress often results because employees work under poor supervision and lack freedom. Wherever possible, it's better to keep the organizational environment less formal, more personal, and more supportive of employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 


 

Essay Questions 
 
	158.
	What should leaders do in managing Millennials? 
 

1. Allow them independent decision making and expression: Millennials are used to adapting and making decisions.
2. Train them and mentor them: Millennials are strongly attracted to education and training, in the form of independent learning. At the same time, they should be given the chance to create long-term bonds with mentors.
3. Give them constant feedback and recognition: Supervisors should show them how their work contributes to the bottom line and provide rewards in the form of praise, flextime, and extra responsibility.
4. Provide them with access to technology.
5. Create customized career paths: Employers can provide them with a realistic account of their progress and their future within the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 2 Medium
Topic: Personality and Individual Behavior
 



	159.
	Identify and define the Big 5 personality dimensions. Which of these are related to job performance? Describe how you would rate yourself on each of these dimensions, and explain why. 
 

The five dimensions are:
Extroversion: how outgoing, talkative, sociable, and assertive a person is.
Agreeableness: how trusting, good-natured, cooperative, and soft-hearted a person is.
Conscientiousness: how responsible, dependable, achievement-oriented, and persistent a person is.
Emotional stability: how relaxed, secure, and unworried one is.
Openness to experience: how intellectual, imaginative, curious, and broad-minded one is.

Extroversion is related to success for managers and salespeople, and is more highly correlated with job performance than agreeableness. Conscientiousness has been found to have the strongest positive correlation with job performance.

The student should then explain how they think they score on each dimension.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 3 Hard
Topic: Personality and Individual Behavior
 



	160.
	Define locus of control, self-efficacy, and self-esteem. Explain how a manager might deal with each of these personality traits at work. Describe how you would rate yourself on each of these dimensions, and explain why. 
 

1. Locus of control: how much people believe they control their own fate. Employees with internal locus of control will probably resist close managerial supervision and would prefer and respond more productively to incentives such as merit pay or sales commissions.
2. Self-efficacy: belief in one's personal ability to do a task. Self-efficacy is a quality that can be nurtured. Employees with low self-efficacy need lots of constructive pointers and positive feedback. Employees' expectations can be improved through guided experiences, mentoring, and role modeling.
3. Self-esteem: the degree to which a person likes him- or herself. Managers can improve self-esteem in the following ways: Reinforce employees' positive attributes and skills, provide positive feedback whenever possible, break larger projects into smaller tasks and projects, express confidence in employees' abilities to complete their tasks, and provide coaching whenever employees are seen to be struggling to complete tasks.

The student should then explain how they think they score on each dimension.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-01 In the hiring process; do employers care about one's personality and individual traits?
Level of Difficulty: 3 Hard
Topic: Personality and Individual Behavior
 



	161.
	Define attitude and its three components. Give an example statement that illustrates each component of attitude. 
 

An attitude is defined as a learned predisposition toward a given object. Attitudes have three components:

1. The affective component—"I feel." The affective component of an attitude consists of the feelings or emotions one has about a situation.
2. The cognitive component—"I believe." The cognitive component of an attitude consists of the beliefs and knowledge one has about a situation.
3. The behavioral component—"I intend." The behavioral component of an attitude, also known as the intentional component, refers to how one intends or expects to behave toward a situation.

The student should then provide an example of each (see Table 11.4).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 3 Hard
Topic: Values, Attitudes, and Behavior
 



	162.
	Define cognitive dissonance. Describe the conditions under which people are more likely to try to reduce it, and ways that people do this. Give an example of a time when you felt cognitive dissonance in your own life, and describe how you dealt with it. 
 

Cognitive dissonance is the discomfort a person feels when his or her attitude and behavior are incompatible.

People are most driven to reduce cognitive dissonance when a lot is at stake (the attitude or behavior is important, or if there are high emotional or financial investments) or if the person has control over the situation. To reduce cognitive dissonance, a person can change his or her attitude and/or behavior; belittle the importance of inconsistent behavior; or find consonant elements that outweigh the dissonant ones (rationalize).

The student should then give an example of cognitive dissonance from his or her life and link the example to one of the three ways to reduce cognitive dissonance.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-02 How do the hidden aspects of individuals-their values and attitudes-affect employee behavior?
Level of Difficulty: 3 Hard
Topic: Values, Attitudes, and Behavior
 



	163.
	Define the four types of distortion in perception. Provide an example of each. 
 

The four types of distortion are:

1. Stereotyping: the tendency to attribute to an individual the characteristics one believes are typical of the group to which that individual belongs.
2. The halo effect: the tendency to form an impression of an individual based on a single trait, positive or negative.
3. The recency effect: the tendency to remember recent information better than earlier information, perhaps because when you activate your recall, the later recollections are still present in working memory.
4. Causal attribution: the activity of inferring causes for observed behavior.

The student should then give an example of each.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 3 Hard
Topic: Perception and Individual Behavior
 



	164.
	Define the Pygmalion effect. How could this be used in a positive way by managers in an organization? How would one do that? 
 

The self-fulfilling prophecy, also known as the Pygmalion effect, describes the phenomenon in which people's expectations of themselves or others lead them to behave in ways that make those expectations come true. The lesson for you as a manager is that when you expect employees to perform badly, they probably will, and when you expect them to perform well, they probably will.

Positive self-expectations are the foundation for creating an organizationwide Pygmalion effect. Managers can create positive performance expectations by using various combinations of the following:

1. Recognize that everyone has the potential to increase his or her performance.
2. Instill confidence in your staff.
3. Set high performance goals.
4. Positively reinforce employees for a job well done.
5. Provide constructive feedback when necessary.
6. Help employees advance through the organization.
7. Introduce new employees as if they have outstanding potential.
8. Become aware of discouraging personal prejudices and nonverbal messages.
9. Encourage employees to visualize the successful execution of tasks.
10. Help employees master key skills and tasks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-03 What are the distortions in perception that can cloud one's judgment?
Level of Difficulty: 2 Medium
Topic: Perception and Individual Behavior
 



	165.
	Define employee engagement. What type of employee is likely to be engaged, and what can an organization do to promote this? 
 

Employee engagement is defined as an individual's involvement, satisfaction, and enthusiasm for work. Engaged employees are expected to have feelings of urgency, intensity, and enthusiasm, as well as focus, which make them more committed to their employer and to put more effort into their jobs.

People who are positive or optimistic, proactive, conscientious, and mindful (focused in the present, not daydreaming) are thought to be more likely to be more engaged employees. Employees are also more likely to become engaged when an organization has the kind of culture that promotes employee development, recognition, and trust between management and employees. Job security and feelings of psychological safety (when employees feel free of fear in trying new ideas) also propel job engagement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-04 Is it important for managers to pay attention to employee attitudes?
Level of Difficulty: 2 Medium
Topic: Work-Related Attitudes and Behaviors Manager Need to Deal With
 



	166.
	Describe the four layers on diversity in Gardenswartz and Rowe's diversity wheel. Provide a definition of the center layer, and an example of each of the other layers. 
 

To help distinguish the important ways in which people differ, diversity experts Lee Gardenswartz and Anita Rowe have identified a "diversity wheel" consisting of four layers of diversity: (1) personality, (2) internal dimensions, (3) external dimensions, and (4) organizational dimensions (see Figure 3.3).

At the center of the diversity wheel is personality. It is at the center because personality is defined as the stable physical and mental characteristics responsible for a person's identity.

Internal dimensions of diversity are those human differences that exert a powerful, sustained effect throughout every stage of our lives: gender, age, ethnicity, race, sexual orientation, physical abilities.

External dimensions of diversity include an element of choice; they consist of the personal characteristics that people acquire, discard, or modify throughout their lives: educational background, marital status, parental status, religion, income, geographic location, work experience, recreational habits, appearance, personal habits.

Organizational dimensions include management status, union affiliation, work location, seniority, work content, and division or department.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	167.
	Name and describe at least four major barriers to organizational diversity? 
 

Resistance to diversity may be expressed in the following ways:

1. Ethnocentrism, which is the belief that one's own nation, culture, language, abilities, or behavior is superior to another's.
2. Fear of reverse discrimination, that minorities will be promoted over more qualified individuals in the majority.
3. Resistance to diversity program priorities, as when employees feel diversity programs distract them from their real work.
4. Unsupportive social atmosphere, such as exclusion of diverse groups from social activities.
5. Lack of support for family demands, such as lack of flexibility for working mothers.
6. Lack of support for career-building steps, such as lack of work assignments leading to promotion.


 
	AACSB: Diversity
Blooms: Understand
Learning Objective: 11-05 What trends in workplace diversity should managers be aware of?
Level of Difficulty: 2 Medium
Topic: The New Diversified Workforce
 



	168.
	Define role overload, role conflict, and role ambiguity. Give examples of each from your own experience. 
 

Role overload occurs when others' expectations exceed one's capacity to respond. Role conflict occurs when one feels torn between conflicting expectations of important people in one's life. Role ambiguity occurs when others' expectations are not known.

The student should then give an example of each.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 3 Hard
Topic: Understanding Stress and Individual Behavior
 



	169.
	What can managers to do reduce stressors that lead to employee burnout? 
 

Managers can:

1. Roll out employee assistance programs. Employee assistance programs (EAPs) include a host of programs aimed at helping employees to cope with stress, burnout, substance abuse, health-related problems, family and marital issues, and any general problem that negatively influences job performance.
2. Recommend a holistic wellness approach. A holistic wellness program focuses on self-responsibility, nutritional awareness, relaxation techniques, physical fitness, and environmental awareness.
3. Create a supportive organizational climate. Wherever possible, it's better to keep the organizational environment less formal, more personal, and more supportive of employees.
4. Make jobs interesting. Try to structure jobs so that they allow employees some freedom.
5. Make career counseling available. This reduces the stress that comes when employees don't know what their career options are and where they're headed.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 11-06 What causes workplace stress; and how can it be reduced?
Level of Difficulty: 2 Medium
Topic: Understanding Stress and Individual Behavior
 











Chapter 12 Motivating Employees: Achieving Superior Performance in the Workplace Answer Key


 

True / False Questions
 
	1.
	In managing for motivation, you should think about employees as capital assets. 
 
FALSE
In managing for motivation, managers need to be thinking about employees not as human capital or capital assets, but as people who are investors; they are investing their time, energy, and intelligence in your organization, for which they deserve a return that makes sense to them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	2.
	Having a best friend at work is one factor that is characteristic of the best workplaces. 
 
TRUE
Gallup found that in the best workplaces employees gave strong "yes" answers to 12 questions, including "Do I have a best friend at work?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	3.
	Motivation can be directly observed in another's behavior. 
 
FALSE
Motivation is difficult to understand because you can't actually see it or know it in another person; it must be inferred from one's behavior.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	4.
	Unfulfilled needs are a part of the simple motivation model. 
 
TRUE
In a simple model of motivation, people have certain unfulfilled needs that motivate them to perform specific behaviors for which they receive rewards that feed back and satisfy the original need (see Figure 12.2).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	5.
	Feedback in the simple motivation model serves to tell you if you have demanded appropriate benefits. 
 
FALSE
In the simple model of motivation, rewards that people receive serve as feedback to inform them whether behavior worked and should be used again (see Figure 12.2).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	6.
	An intrinsic reward is the payoff a person receives from others for performing a particular task. 
 
FALSE
An extrinsic reward is the payoff, such as money, a person receives from others for performing a particular task.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	7.
	When GE paid employee smokers up to $750 to quit and stay off cigarettes, it was an extrinsic reward. 
 
TRUE
An experiment by General Electric found that paying employees who were smokers up to $750, which is an extrinsic reward, to quit and stay off cigarettes was three times as successful as a comparison group that got no paid incentives.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	8.
	Managers use motivation to get talented people to come work for them. 
 
TRUE
As a manager, you want to motivate people to join your organization. You need to instill in talented prospective workers the desire to come to work for you.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	9.
	Content perspectives of motivation emphasize the emotions that employees feel in the workplace. 
 
FALSE
Content perspectives, also known as need-based perspectives, are theories that emphasize the needs that motivate people. Content theorists ask, "What kind of needs motivate employees in the workplace?"


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	10.
	Alderfer's ERG theory is a need-based perspective on motivation. 
 
TRUE
In addition to McGregor's Theory X/Theory Y, content perspectives include four theories: Maslow's hierarchy of needs theory, Alderfer's ERG theory, McClelland's acquired needs theory, and Herzberg's two-factor theory.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	11.
	According to Maslow, a person who is deprived in both physiological and love needs will attempt to satisfy his or her love needs first. 
 
FALSE
Maslow suggested that once you have achieved satisfaction of the most basic human needs (physiological), you will then seek to fulfill safety needs. And then, when those are satisfied, you will seek to fulfill love needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	12.
	According to Maslow's theory, friendship and affection are esteem needs. 
 
FALSE
Once basic needs and security are taken care of, people look for love, friendship, and affection, which are love needs. After they meet their social needs, people focus on such matters as self-respect, status, reputation, recognition, and self-confidence, which are esteem needs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	13.
	According to Maslow's theory, safety needs are the most basic, at the lowest level in the hierarchy of needs. 
 
FALSE
Physiological needs are the most basic human physical needs, in which one is concerned with having food, clothing, shelter, and comfort and with self-preservation. They form the lowest level of the hierarchy.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	14.
	Though research does not clearly support Maslow's theory, it reminds managers that employees have needs beyond earning a paycheck. 
 
TRUE
Research does not clearly support Maslow's theory, although it remains popular among managers. Still, the importance of Maslow's contribution is that he showed that workers have needs beyond that of just earning a paycheck.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	15.
	Employers need only focus on fulfilling the bottom two levels of Maslow's hierarchy of needs. 
 
FALSE
To the extent the organization permits, managers should first try to meet employees' level 1 and level 2 needs, of course, so that employees won't be preoccupied with them. Then, however, they need to give employees a chance to fulfill their higher-level needs in ways that also advance the goals of the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	16.
	ERG theory assumes that three basic needs influence behavior: esteem, relatedness, and growth. 
 
FALSE
ERG theory assumes that three basic needs influence behavior: existence, relatedness, and growth.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	17.
	One difference between it and Maslow's theory is that ERG theory suggests that more than one level of needs may be activated at one time. 
 
TRUE
Unlike Maslow's theory, ERG theory suggests that behavior is motivated by three needs, not five, and that more than one need may be activated at a time rather than activated in a stair-step hierarchy.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	18.
	According to Alderfer's ERG theory, when one's higher-level needs are frustrated, he or she will seek more intensely to fulfill lower-level needs in what is called the frustration-regression component. 
 
TRUE
Alderfer held that if our higher-level needs (such as growth needs) are frustrated, we will then seek more intensely to fulfill our lower-level needs (such as existence needs). This is called the frustration-regression component.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	19.
	According to McClelland's theory, people are born with their needs for power, achievement, and affiliation. 
 
FALSE
McClelland investigated the needs for affiliation and power and as a consequence proposed the acquired needs theory, which states that three needs of achievement, affiliation, and power are major motives determining people's behavior in the workplace. He believes that we are not born with our needs; rather we learn them from the culture, and from our life experiences.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	20.
	In McClelland's acquired needs theory, the desire to excel at challenging tasks is part of the need for power. 
 
FALSE
The need for achievement is the desire to excel, to do something better or more efficiently, to solve problems, to achieve excellence in challenging tasks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	21.
	McClelland identifies the need for personal power as positive and involving problem solving to further mutual goals. 
 
FALSE
McClelland identifies two forms of the need for power. The negative kind is the need for personal power, as expressed in the desire to dominate others, and involves manipulating people for one's own gratification. The positive kind, characteristic of top managers and leaders, is the desire for institutional power, as expressed in the need to solve problems that further organizational goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	22.
	If you are happy with accomplishment of a task being its own reward, you may have a high need for achievement. 
 
TRUE
If you (or an employee) are happy with accomplishment of a task being its own reward, don't mind or even prefer working alone, and are willing to take moderate risks, then you probably have a high need for achievement.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	23.
	Those with a high need for affiliation may not be the most efficient managers because they resist making decisions that make others resent them. 
 
TRUE
If you tend to seek social approval and satisfying personal relationships, you may have a high need for affiliation. In that case, you may not be the most efficient manager because at times you will have to make decisions that will make people resent you. Instead, you will tend to prefer work, such as sales, that provides for personal relationships and social approval.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	24.
	In Herzberg's theory, the lower-level needs are known as security factors, and the higher-level needs are called motivating factors. 
 
FALSE
In Herzberg's theory, the hygiene factors are the lower-level needs, the motivating factors are the higher-level needs (see Figure 12.5).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	25.
	According to Herzberg's two-factor theory, a worker's salary is not a possible source of job satisfaction. 
 
TRUE
In Herzberg's theory, the lower-level needs, hygiene factors, are factors associated with job dissatisfaction. These include salary, working conditions, interpersonal relationships, and company policy, all of which affect the job context in which people work. Motivating factors are associated with satisfaction.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	26.
	According to Herzberg, motivating factors are the only factors associated with job satisfaction. 
 
TRUE
In Herzberg's theory, the higher-level needs, motivating factors, or simply motivators, are factors associated with job satisfaction. These include achievement, recognition, responsibility, and advancement, all of which affect the job content or the rewards of work performance. The hygiene factors are associated with job dissatisfaction.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	27.
	In two-factor theory, hygiene factors include achievement, recognition, and responsibility. 
 
FALSE
In Herzberg's two-factor theory, the motivating factors include achievement, recognition, responsibility, and advancement. Hygiene factors include salary, working conditions, interpersonal relationships, and company policy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	28.
	Expectancy theory is considered a reinforcement perspective on motivation. 
 
FALSE
The three process perspectives on motivation are equity theory, expectancy theory, and goal-setting theory.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 1 Easy
Topic: Process Perspectives on Employee Motivation
 



	29.
	Process perspectives try to explain why employees have different needs and what behaviors they select to satisfy them. 
 
TRUE
Whereas need-based perspectives simply try to understand employee needs, process perspectives go further and try to understand why employees have different needs, what behaviors they select to satisfy them, and how they decide if their choices were successful.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	30.
	Equity theory focuses on how fairly employees think they are being treated compared to others. 
 
TRUE
Equity theory focuses on employee perceptions as to how fairly they think they are being treated compared with others.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 1 Easy
Topic: Process Perspectives on Employee Motivation
 



	31.
	Inputs, outputs, and comparisons are the essential elements in goal-setting theory. 
 
FALSE
The key elements in equity theory are inputs, outputs (rewards), and comparisons (see Figure 12.7).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 1 Easy
Topic: Process Perspectives on Employee Motivation
 



	32.
	In equity theory, employees are most motivated to make a change under circumstances in which they perceive all parties to have the same ratios. 
 
FALSE
In equity theory, when employees compare the ratio of their inputs and outputs (rewards) with those of others, whether coworkers within the organization or even other people in similar jobs outside it, they then make a judgment about fairness. Either they perceive there is equity, so they are satisfied with the ratio and they don't change their behavior, or they perceive there is inequity, and they feel resentful and act to change the inequity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	33.
	According to equity theory, increasing their inputs is one way that employees deal with perceptions of inequity. 
 
FALSE
Employees who feel they are being underrewarded will respond to the perceived inequity in one or more negative ways, as by reducing their inputs, trying to change the outputs or rewards they receive, distorting the inequity, changing the object of comparison, or leaving the situation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	34.
	Janice has been difficult for some of her teammates to work with. According to equity theory, if she were to receive a raise so as to be compensated similarly to her peers, she would be more likely to cooperate in a group setting. 
 
TRUE
Employees who think they are treated fairly (such as by receiving a raise) are more likely to support organizational change, more apt to cooperate in group settings, and less apt to turn to arbitration and the courts to remedy real or imagined wrongs.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 3 Hard
Topic: Process Perspectives on Employee Motivation
 



	35.
	Management's assessment of fairness is most important under equity theory. 
 
FALSE
Probably the most important result of research on equity theory is this: no matter how fair managers think the organization's policies, procedures, and reward system are, each employee's perception of those factors is what counts.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	36.
	Expectancy theory suggests that people are motivated by how much they want something and how likely they think they are to get it. 
 
TRUE
Expectancy theory suggests that people are motivated by two things: (1) how much they want something and (2) how likely they think they are to get it.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 1 Easy
Topic: Process Perspectives on Employee Motivation
 



	37.
	In expectancy theory, a person's expectancy is her belief that a particular level of effort will lead to a particular level of performance. 
 
TRUE
Expectancy is the belief that a particular level of effort will lead to a particular level of performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 1 Easy
Topic: Process Perspectives on Employee Motivation
 



	38.
	Emilio's sales manager just told his group about this year's contest, the winner of which will take a lavish trip to France. Emilio does not like to travel to places where he can't speak the language, so he is not very enthusiastic. Here, Emilio's instrumentality is low. 
 
FALSE
Valence is value, the importance a worker assigns to the possible outcome or reward. Here, this reward does not have a high valence for Emilio.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 3 Hard
Topic: Process Perspectives on Employee Motivation
 



	39.
	According to expectancy theory, for a person's motivation to be high, he or she must be high on all three elements: instrumentality, expectancy, and valence. 
 
TRUE
For your motivation to be high, you must be high on all three elements: expectancy, instrumentality, and valence. If any element is low, you will not be motivated.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	40.
	Specificity of goals can often be improved by making them quantitative. 
 
TRUE
Goals such as "Sell as many cars as you can" or "Be nicer to customers" are too vague and therefore have no effect on motivation. Instead, goals need to be specific, usually meaning quantitative. As a manager, for example, you may be asked to boost the revenues of your unit by 25% and to cut absenteeism by 10%, all specific targets.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	41.
	To be most motivating, goals should be set to be very difficult, just out of the reach of workers, so that they never stop pushing themselves. 
 
FALSE
According to goal-setting theory, goals should be challenging but achievable. People give up when they feel that goal achievement is impossible.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	42.
	Job design involves the division of an organization's work among its employees and the application of motivational theories to jobs to increase satisfaction and performance. 
 
TRUE
Job design is (1) the division of an organization's work among its employees and (2) the application of motivational theories to jobs to increase satisfaction and performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	43.
	Job simplification increases job satisfaction by allowing workers to become expert at a fewer number of tasks. 
 
FALSE
Job simplification, the process of reducing the number of tasks a worker performs, increases efficiency and productivity. However, research shows that simplified, repetitive jobs lead to job dissatisfaction, poor mental health, and a low sense of accomplishment and personal growth.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	44.
	Job design that fits jobs to people is based on the assumption that people are underutilized at work and that they want more variety and responsibility. 
 
TRUE
Fitting jobs to people is based on the assumption that people are underutilized at work and that they want more variety, challenges, and responsibility. This philosophy, an outgrowth of Herzberg's theory, is one of the reasons for the popularity of work teams in the United States. Two techniques for this type of job design include (1) job enlargement and (2) job enrichment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	45.
	Job enrichment consists of increasing the number of tasks in a job to increase variety and motivation. 
 
FALSE
The opposite of job simplification, job enlargement consists of increasing the number of tasks in a job to increase variety and motivation.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	46.
	Job enlargement by itself does not have a significant and lasting positive effect on job performance. 
 
TRUE
Although proponents claim job enlargement can improve employee satisfaction, motivation, and quality of production, research suggests job enlargement by itself won't have a significant and lasting positive effect on job performance. After all, working at two boring tasks instead of one doesn't add up to a challenging job.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	47.
	Job enrichment requires some vertical loading rather than just horizontal loading. 
 
TRUE
Instead of the job-enlargement technique of simply giving employees additional tasks of similar difficulty (known as horizontal loading), with job enrichment employees are given more responsibility (known as vertical loading). Thus, employees take on chores that would normally be performed by their supervisors.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	48.
	According to the job characteristics model, job characteristics directly affect the work outcomes. 
 
FALSE
The job characteristics model consists of (a) five core job characteristics that affect (b) three critical psychological states of an employee that in turn affect (c) work outcomes—the employee's motivation, performance, and satisfaction (see Figure 12.9).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	49.
	The extent to which a job allows an employee to make choices about scheduling different tasks and deciding how to do them is known as task identity. 
 
FALSE
Task identity describes the extent to which a job requires a worker to perform all the tasks needed to complete the job from beginning to end. Autonomy describes the extent to which a job allows an employee to make choices about scheduling different tasks and deciding how to perform them.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	50.
	Task significance describes the extent to which a job affects the lives of other people, whether inside or outside the organization. 
 
TRUE
Task significance describes the extent to which a job affects the lives of other people, whether inside or outside the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	51.
	In the job characteristics model, feedback is one of the five core job characteristics. 
 
TRUE
The five core job characteristics are skill variety, task identity, task significance, autonomy, and feedback (see Figure 12.9).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	52.
	According to reinforcement theory, workers will be more motivated and perform better when they experience their work as meaningful, feel responsible for results, and know how well they are doing. 
 
FALSE
According to the job characteristics model, five core characteristics affect three critical psychological states: meaningfulness of work, responsibility for results, and knowledge of results (see Figure 12.9). In turn, these positive psychological states fuel high motivation, high performance, high satisfaction, and low absenteeism and turnover.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	53.
	Job design works even when the affected employees have no desire for personal growth. 
 
FALSE
The contingency factors in Figure 12.9 refer to the degree to which a person wants personal and psychological development. Job design works when employees are motivated; to be so, they must have three attributes: (1) necessary knowledge and skill, (2) desire for personal growth, and (3) context satisfactions, or in other words, the right physical working conditions, pay, and supervision.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	54.
	A job diagnostic survey can be used to identify problems with a job's motivational characteristics and help determine if a job redesign is appropriate. 
 
TRUE
The job diagnostic survey will indicate whether an individual's motivating potential score (MPS), the amount of internal work motivation associated with a specific job, is high or low. If an MPS score is low, an attempt should be made to determine which of the core job characteristics is causing the problem. You next decide whether job redesign is appropriate for a given group of employees.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	55.
	Reinforcement theory suggests behavior tends to be repeated if it has positive consequences and tends not to be if it has negative consequences. 
 
TRUE
Reinforcement theory attempts to explain behavior change by suggesting that behavior with positive consequences tends to be repeated, whereas behavior with negative consequences tends not to be repeated.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 1 Easy
Topic: Reinforcement Perspectives on Motivation
 



	56.
	The use of reinforcement theory to change human behavior is called behavior alteration. 
 
FALSE
The use of reinforcement theory to change human behavior is called behavior modification.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 1 Easy
Topic: Reinforcement Perspectives on Motivation
 



	57.
	Something that inhibits a given behavior can be called reinforcement. 
 
TRUE
Reinforcement is anything that causes a given behavior to be repeated or inhibited, whether praising a child for cleaning his or her room or scolding a child for leaving a tricycle in the driveway.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 1 Easy
Topic: Reinforcement Perspectives on Motivation
 



	58.
	Negative reinforcement is the process of weakening behavior by presenting something negative. 
 
FALSE
Negative reinforcement is the removal of unpleasant consequences following a desired behavior. Punishment is the process of weakening behavior by presenting something negative or withdrawing something positive.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 1 Easy
Topic: Reinforcement Perspectives on Motivation
 



	59.
	In reinforcement theory, both extinction and punishment reduce the likelihood that a given behavior will be repeated. 
 
TRUE
Extinction is the withholding or withdrawal of positive rewards for desirable behavior, so that the behavior is less likely to occur in the future. Punishment is the process of weakening behavior by presenting something negative or withdrawing something positive.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 2 Medium
Topic: Reinforcement Perspectives on Motivation
 



	60.
	A manager should reward only desirable behavior, and should do so as soon as possible after the behavior appears. 
 
TRUE
You should give rewards to your employees only when they show desirable behavior and you should give a reward as soon as possible after the desirable behavior appears.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 2 Medium
Topic: Reinforcement Perspectives on Motivation
 



	61.
	A manager should administer punishment in public because the embarrassment amplifies the punishment and therefore its effectiveness. 
 
FALSE
You should administer punishment in private. You would hate to have your boss chew you out in front of your subordinates, and the people who report to you also shouldn't be reprimanded in public, which would lead only to resentments that may have nothing to do with an employee's infractions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 2 Medium
Topic: Reinforcement Perspectives on Motivation
 



	62.
	Pay for performance compensation plans base employee pay on the number of job-relevant skills or academic degrees they earn. 
 
FALSE
Also known as merit pay, pay for performance bases pay on one's results. Thus, different salaried employees might get different pay raises and other rewards (such as promotions) depending on their overall job performance. Also known as skill-based pay, pay for knowledge ties employee pay to the number of job-relevant skills or academic degrees they earn.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 1 Easy
Topic: Using Compensation and Other Rewards to Motivate
 



	63.
	Stock options allow certain employees to buy stock at a future date for a discounted price. 
 
TRUE
With stock options, certain employees are given the right to buy stock at a future date for a discounted price. The motivator here is that employees holding stock options will supposedly work hard to make the company's stock rise so that they can obtain it at a cheaper price.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 1 Easy
Topic: Using Compensation and Other Rewards to Motivate
 



	64.
	Research shows that the cubicle is a motivational environment for most employees. 
 
FALSE
The cubicle, according to new research, is stifling the creativity and morale of many workers, and the bias of modern-day office designers for open spaces and neutral colors is leading to employee complaints that their workplaces are too noisy or too bland.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 2 Medium
Topic: Using Compensation and Other Rewards to Motivate
 


 

Multiple Choice Questions
 
	65.
	______ is defined as the psychological processes that arouse and direct goal-directed behavior. 
 

	A. 
	Stimulus



	B. 
	Productivity



	C. 
	Enticement



	D. 
	Motivation



	E. 
	Incented action


Motivation may be defined as the psychological processes that arouse and direct goal-directed behavior.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 1 Easy
Topic: Motivating for Performance
 



	66.
	A simple model of motivation does not include which of the following? 
 

	A. 
	Unfulfilled need



	B. 
	Behaviors



	C. 
	Reactions



	D. 
	Motivation



	E. 
	Rewards


In a simple model of motivation, people have certain (1) needs that (2) motivate them to perform specific (3) behaviors for which they receive (4) rewards that (5) feed back and satisfy the original need (see Figure 12.2).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 1 Easy
Topic: Motivating for Performance
 



	67.
	Craig's sales manager has just told the group that all sales in the month of September will earn an extra 5% commission. The team gets right to work, being motivated by a(n) 
 

	A. 
	intrinsic reward.



	B. 
	physiological need.



	C. 
	high need for power.



	D. 
	extrinsic reward.



	E. 
	hygiene factor.


An extrinsic reward is the payoff, such as money, a person receives from others for performing a particular task. An extrinsic reward is an external reward; the payoff comes from pleasing others. Here, the manager offers extra pay as an extrinsic reward.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 3 Hard
Topic: Motivating for Performance
 



	68.
	Arianna's management professor just told her class that the final exam is optional for students like her who currently have an A. She decides to take the exam anyway, since she likes the subject and wants to master the material. Here, Arianna is motivated to take the exam by a(n) 
 

	A. 
	intrinsic reward.



	B. 
	physiological need.



	C. 
	high need for power.



	D. 
	extrinsic reward.



	E. 
	hygiene factor.


An intrinsic reward is the satisfaction, such as a feeling of accomplishment, a person receives from performing the particular task itself. An intrinsic reward is an internal reward; the payoff comes from pleasing yourself.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 3 Hard
Topic: Motivating for Performance
 



	69.
	Which of the following is a need-based perspective on motivation? 
 

	A. 
	Expectancy theory



	B. 
	Herzberg's two-factor theory



	C. 
	Job characteristics model



	D. 
	Goal-setting theory



	E. 
	Equity theory


In addition to McGregor's Theory X/Theory Y, content perspectives include four theories: Maslow's hierarchy of needs, Alderfer's ERG theory, McClelland's acquired needs theory, and Herzberg's two-factor theory.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	70.
	Maslow's levels of needs, in order from lowest (most basic) to highest level, are 
 

	A. 
	self-actualization, esteem, love, safety, and physiological.



	B. 
	safety, love, esteem, self-actualization, and physiological.



	C. 
	physiological, safety, self-actualization, esteem, and love.



	D. 
	physiological, safety, love, esteem, and self-actualization.



	E. 
	safety, physiological, esteem, love, and self-actualization.


Abraham Maslow, one of the first researchers to study motivation, put forth a hierarchy of needs theory, which proposes that people are motivated by five levels of needs: (1) physiological, (2) safety, (3) love, (4) esteem, and (5) self-actualization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	71.
	The need for status, reputation, and recognition are part of 
 

	A. 
	self-actualization.



	B. 
	esteem.



	C. 
	love.



	D. 
	safety.



	E. 
	physiological.


After they meet their social needs, people focus on such matters as self-respect, status, reputation, recognition, and self-confidence, which are part of esteem needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	72.
	After a series of bus accidents, one of which resulted in a critical injury to a driver, Inland Shuttle drivers received additional training and buses were retrofitted with new braking systems. This helps to satisfy which of Maslow's needs? 
 

	A. 
	Self-actualization



	B. 
	Esteem



	C. 
	Love



	D. 
	Safety



	E. 
	Physiological


Safety needs are concerned with both physical safety and emotional security, so that a person is concerned with avoiding threats like dangerous working conditions.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	73.
	An accounting firm provides employees with educational reimbursements if they complete job-related coursework with a B or better, which helps them meet which of Maslow's levels of needs? 
 

	A. 
	Self-actualization



	B. 
	Esteem



	C. 
	Love



	D. 
	Safety



	E. 
	Physiological


The highest level of need, self-actualization is self-fulfillment—the need to develop one's fullest potential, to become the best one is capable of being. Education helps fully develop one's self.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	74.
	For managers, the importance of Maslow's contribution is that he showed that workers 
 

	A. 
	are only interested in compensation that helps them fulfill physiological needs.



	B. 
	are as complex as their organization.



	C. 
	have needs that cannot be understood by their employer.



	D. 
	expect an employer to fulfill every level of their hierarchy of needs.



	E. 
	have needs beyond that of just earning a paycheck.


For managers, the importance of Maslow's contribution is that he showed that workers have needs beyond that of just earning a paycheck.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	75.
	Which of the following is a need in Alderfer's ERG theory? 
 

	A. 
	Esteem



	B. 
	Existence



	C. 
	Realization



	D. 
	Rating



	E. 
	Generalization


ERG theory assumes that three basic needs influence behavior; they are existence, relatedness, and growth, represented by the letters E, R, and G.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 1 Easy
Topic: Content Perspectives on Employee Motivation
 



	76.
	______ assumes that three basic needs influence behavior and that they may be activated concurrently. 
 

	A. 
	Maslow's theory



	B. 
	Expectancy theory



	C. 
	Alderfer's ERG theory



	D. 
	Hertzberg's theory



	E. 
	Equity theory


Unlike Maslow's theory, ERG theory suggests that behavior is motivated by three needs, not five, and that more than one need may be activated at a time rather than activated in a stair-step hierarchy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	77.
	According to the acquired needs theory, the desire to influence others is part of the need for 
 

	A. 
	affiliation.



	B. 
	power.



	C. 
	self-actualization.



	D. 
	relatedness.



	E. 
	achievement.


In acquired needs theory, the need for power is the desire to be responsible for other people, to influence their behavior or to control them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	78.
	Anne has excelled as a consultant for a large financial institution. She loves building mutually beneficial relationships and is extremely well liked by her clients. Anne likely has a 
 

	A. 
	low need for affiliation.



	B. 
	low need for power.



	C. 
	low need for achievement.



	D. 
	high need for affiliation.



	E. 
	high need for achievement.


If you tend to seek social approval and satisfying personal relationships, you may have a high need for affiliation. In that case, you may not be the most efficient manager because at times you will have to make decisions that will make people resent you. Instead, you will tend to prefer work, such as sales, that provides for personal relationships and social approval.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	79.
	Even when he started his first job, Galen was not content to be just one of the employees. His boss noticed that he often coached his coworkers about ways to improve their work, even when it wasn't his job. Galen probably has a 
 

	A. 
	high need for achievement.



	B. 
	high need for affiliation.



	C. 
	high need for power.



	D. 
	low need for achievement.



	E. 
	high need for leadership.


The need for power is the desire to be responsible for other people, to influence their behavior or to control them. If you, like most effective managers, have a high need for power, that means you enjoy being in control of people and events and being recognized for this responsibility.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	80.
	Janet is very aggressive at her job, and her coworkers complain that she often manipulates them and her boss in order to get ahead. She attempts to direct everything and everyone, regardless of the consequences to others or even the organization itself. Janet is expressing what type of need for power? 
 

	A. 
	Personal



	B. 
	Destructive



	C. 
	Legitimate



	D. 
	Organizational



	E. 
	Compensatory


McClelland identifies two forms of the need for power. The negative kind is the need for personal power, as expressed in the desire to dominate others, and involves manipulating people for one's own gratification.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	81.
	McClelland's need for achievement corresponds most closely to 
 

	A. 
	Herzberg's hygiene factors.



	B. 
	Maslow's esteem needs.



	C. 
	extrinsic rewards.



	D. 
	Alderfer's relatedness needs.



	E. 
	Maslow's self-actualization needs.


McClelland's need for achievement refers to the desire to excel, to do something better or more efficiently, to solve problems, to achieve excellence in challenging tasks. Maslow's self-actualization needs refer to the need for self-fulfillment, the need to develop one's fullest potential, to become the best one is capable of being.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	82.
	According to Herzberg, which of the following is an example of a motivating factor? 
 

	A. 
	Pay



	B. 
	The work itself



	C. 
	Working conditions



	D. 
	Company policy



	E. 
	Supervisors


According to Figure 12.5, the work itself is a motivation factor in Herzberg's two-factor theory.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
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	83.
	According to Herzberg, which of the following is an example of a hygiene factor? 
 

	A. 
	Responsibility



	B. 
	Advancement



	C. 
	The work itself



	D. 
	Relationships



	E. 
	Recognition


According to Figure 12.5, interpersonal relationships are a hygiene factor in Herzberg's two-factor theory.
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	84.
	According to Herzberg's two-factor theory, in the zone between the motivating factors and the hygiene factors, employees are 
 

	A. 
	dissatisfied.



	B. 
	satisfied.



	C. 
	neither satisfied nor dissatisfied.



	D. 
	unmotivated.



	E. 
	stagnant.


In Herzberg's theory, the hygiene factors are the lower-level needs, the motivating factors are the higher-level needs. The two areas are separated by a zone in which employees are neither satisfied nor dissatisfied (see Figure 12.5).
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	85.
	According to Herzberg's two-factor theory, only ______ factors can make employees satisfied with their jobs. 
 

	A. 
	motivating



	B. 
	self-actualization



	C. 
	growth



	D. 
	hygiene



	E. 
	achievement


According to Herzberg, the higher-level needs, motivating factors, or simply motivators, are factors associated with job satisfaction. These include achievement, recognition, responsibility, and advancement, all of which affect the job content or the rewards of work performance.
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	86.
	Which of the following is a higher-level need based on the four content theory perspectives? 
 

	A. 
	Esteem



	B. 
	Existence



	C. 
	Hygiene



	D. 
	Physiological



	E. 
	Safety


According to Figure 12.6, esteem is the only higher-level need.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	87.
	Anders is manager for a large freight company. He has noticed low morale lately, perhaps because of the cramped quarters and lack of raises this year among workers on his shift. According to Herzberg, Anders should first concentrate on 
 

	A. 
	needs for achievement.



	B. 
	hygiene factors.



	C. 
	esteem needs.



	D. 
	motivating factors.



	E. 
	growth needs.


According to Herzberg, the lower-level needs, hygiene factors, are factors associated with job dissatisfaction, such as salary, working conditions, interpersonal relationships, and company policy. Managers of dissatisfied employees must concentrate on these factors first.
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	88.
	According to Herzberg's theory, the first thing managers of employees who dislike their jobs should do is to 
 

	A. 
	provide opportunities for achievement.



	B. 
	publicly recognize good performance.



	C. 
	make sure pay levels, policies, and working conditions are reasonable.



	D. 
	create opportunities for personal growth and advancement.



	E. 
	increase employees' responsibility and opportunity for leadership.


If you were managing employees working in jobs they didn't like, the basic lesson of Herzberg's research is that you should first eliminate dissatisfaction, making sure that working conditions, pay levels, and company policies are reasonable.
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	89.
	Theories that try to understand the thought processes by which people decide how to act are called 
 

	A. 
	needs-based perspectives.



	B. 
	reinforcement perspectives.



	C. 
	job design perspectives.



	D. 
	cognitive perspectives.



	E. 
	process perspectives.


Process perspectives are concerned with the thought processes by which people decide how to act, or how employees choose behavior to meet their needs.
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	90.
	Which of the following is a process perspective on motivation? 
 

	A. 
	Goal-setting theory



	B. 
	Job characteristics model



	C. 
	Two-factor theory



	D. 
	ERG theory



	E. 
	Acquired needs theory


Three process perspectives on motivation include equity theory, expectancy theory, and goal-setting theory.
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	91.
	In equity theory, employees are motivated to 
 

	A. 
	work harder when they have more freedom.



	B. 
	resolve feelings of injustice.



	C. 
	correct themselves when they aren't working hard enough.



	D. 
	blame others when they miss work or fail at tasks.



	E. 
	work just hard enough to get what they want.


Equity theory is based on the idea that employees are motivated to see fairness in the rewards they expect for task performance. Employees are motivated to resolve feelings of injustice.
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	92.
	When workers perceive they are being treated fairly on the job, they are most likely to 
 

	A. 
	pass up promotional opportunities.



	B. 
	show improved safety practices.



	C. 
	be a whistleblower.



	D. 
	support organizational change.



	E. 
	seek additional education.


Employees who think they are treated fairly are more likely to support organizational change, more apt to cooperate in group settings, and less apt to turn to arbitration and the courts to remedy real or imagined wrongs.
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	93.
	Brady went to his boss Lynn to complain that he got the same bonus this quarter as everyone else, despite the longer hours he's been putting in and his higher level of experience and efficiency. If Lynn can't change the bonuses, she should 
 

	A. 
	tell Brady "That's just the way bonuses are given."



	B. 
	suggest that Brady take this up with her boss.



	C. 
	expect that Brady will reduce his hours.



	D. 
	start documenting Brady's complaints for future disciplinary action.



	E. 
	expect that Brady's performance will improve.


Employees who feel they are being underrewarded will respond to the perceived inequity in one or more negative ways, as by reducing their inputs, trying to change the rewards they receive, distorting the inequity, changing the object of comparison, or leaving the situation.
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	94.
	The theory under which people make the choice that promises them the greatest reward if they think they can get it is 
 

	A. 
	goal-setting theory.



	B. 
	expectancy theory.



	C. 
	reinforcement theory.



	D. 
	equity theory.



	E. 
	two-factor theory.


Expectancy theory suggests people are motivated by two things: how much they want something and how likely they think they are to get it. In other words, assuming they have choices, people will make the choice that promises them the greatest reward if they think they can get it.
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	95.
	After struggling with the training, Sachin is unsure whether he can complete the end-of-year financial reporting with minimal errors in the time allotted at his new job. In this case, Sachin is low on the ______ element of expectancy theory. 
 

	A. 
	valence



	B. 
	expectancy



	C. 
	outcomes



	D. 
	instrumentality



	E. 
	performance


Expectancy is the belief that a particular level of effort will lead to a particular level of performance. You are asking yourself, "Will I be able to perform at the desired level on a task?"
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	96.
	______ is the expectation that successful performance of the task will lead to the desired outcome. 
 

	A. 
	Expectancy



	B. 
	Reinforcement



	C. 
	Valence



	D. 
	Instrumentality



	E. 
	Effort


Instrumentality is the expectation that successful performance of the task will lead to the outcome desired.
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	97.
	At his review last year, Ryan was promised a big raise if he met his production goals. Raises were included in today's paychecks, and despite that Ryan has met all of his goals, he only received a cost-of-living raise. In the future, Ryan's ______ will probably be 
 

	A. 
	instrumentality; low.



	B. 
	valence; low.



	C. 
	expectancy; low.



	D. 
	instrumentality; high.



	E. 
	expectancy; high.


Instrumentality is the expectation that successful performance of the task will lead to the outcome desired. Based on recent experience, Ryan will likely have a low level of instrumentality.
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	98.
	Chad was interviewing for jobs, and the HR manager at one firm told him that the company pays the total health insurance costs for a family of four. As a single man, this benefit did not seem especially important to him right now. Here, Chad is low on the ______ element of the expectancy theory. 
 

	A. 
	valence



	B. 
	instrumentality



	C. 
	outcomes



	D. 
	expectancy



	E. 
	significance


Valence is value, the importance a worker assigns to the possible outcome or reward. Here, Chad does not particularly value this reward for taking the job.
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	99.
	When using goal-setting theory to motivate employees, managers should 
 

	A. 
	set targets that are just out of employees' reach.



	B. 
	help workers understand and accept the goals.



	C. 
	set general goals that are emotionally appealing.



	D. 
	hold employees responsible for getting their own feedback.



	E. 
	set goals that are easily achievable.


It is natural for people to set and strive for goals; however, the goal-setting process is useful only if people understand and accept the goals.
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	100.
	A goal that states "Attend work at least 80% of the time this quarter" has which of the following problems? 
 

	A. 
	It is not specific enough.



	B. 
	It is not measurable.



	C. 
	It does not have a target date.



	D. 
	It is not challenging enough.



	E. 
	It is not achievable.


Goal theory suggests you not set goals that a lot of people can reach, since this is not very motivational. Managers should set goals that are challenging.
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	101.
	According to goal-setting theory, which of the following is necessary for goals to create high motivation and performance? 
 

	A. 
	Setting general goals that will work for multiple employees.



	B. 
	Predetermining acceptable rewards for meeting goals.



	C. 
	Setting goals that fulfill self-actualization needs.



	D. 
	Reinforcing of desired behaviors.



	E. 
	Setting goals linked to an action plan.


To result in high motivation and performance, according to goal-setting theory, goals must be specific, challenging, achievable, and linked to action plans. An action plan outlines the activities or tasks that need to be accomplished in order to obtain a goal and reminds us of what we should be working on.
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	102.
	Which of the following is the best statement of a goal? 
 

	A. 
	Give your very best effort.



	B. 
	Get through most of those reports by 9/1.



	C. 
	Reduce production errors by 10 percent by the end of the quarter.



	D. 
	Increase customer retention.



	E. 
	Be late to work less often.


Goals should be SMART: specific, measurable, attainable, results-oriented, and have target dates. Choice "C" is the only choice that has these characteristics.
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	103.
	______ involves division of an organization's work and applies motivational theories to jobs to increase satisfaction and performance. 
 

	A. 
	Job enlargement



	B. 
	Job design



	C. 
	Job simplification



	D. 
	Job development



	E. 
	Job enrichment


Job design is (1) the division of an organization's work among its employees and (2) the application of motivational theories to jobs to increase satisfaction and performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	104.
	The process of increasing the number of tasks in a job to increase variety and motivation is called 
 

	A. 
	job enlargement.



	B. 
	job design.



	C. 
	job development.



	D. 
	job rotation.



	E. 
	job enrichment.


Job enlargement consists of increasing the number of tasks in a job to increase variety and motivation.
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	105.
	Research shows that simplified jobs lead to 
 

	A. 
	job satisfaction.



	B. 
	poor mental health.



	C. 
	a sense of accomplishment.



	D. 
	a sense of personal growth.



	E. 
	decreased worker productivity.


Research shows that simplified, repetitive jobs lead to job dissatisfaction, poor mental health, and a low sense of accomplishment and personal growth.
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	106.
	Job ______ is the opposite of job 
 

	A. 
	rotation; enrichment.



	B. 
	rotation; enlargement.



	C. 
	loading; enrichment.



	D. 
	simplification; enrichment.



	E. 
	simplification; enlargement.


Job simplification is the process of reducing the number of tasks a worker performs, while job enlargement consists of increasing the number of tasks in a job to increase variety and motivation.
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	107.
	The process of building into a job such motivating factors as recognition and achievement is called 
 

	A. 
	MBO.



	B. 
	job design.



	C. 
	job enrichment.



	D. 
	job enlargement.



	E. 
	horizontal loading.


Job enrichment consists of building into a job such motivating factors as responsibility, achievement, recognition, stimulating work, and advancement.
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	108.
	Gwen's job as an accounting assistant was recently modified to include reconciling of bank accounts and delivering checks to the bank, two tasks previously done by the accounting manager. This increase in responsibility would best be described as 
 

	A. 
	job development.



	B. 
	job enlargement.



	C. 
	job satisficing.



	D. 
	job design.



	E. 
	vertical loading.


Instead of the job-enlargement technique of simply giving employees additional tasks of similar difficulty (known as horizontal loading), with job enrichment employees are given more responsibility (known as vertical loading). Thus, employees take on chores that would normally be performed by their supervisors.
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	109.
	Of the following, which is a core job characteristic? 
 

	A. 
	Meaningfulness



	B. 
	Skill specificity



	C. 
	Task significance



	D. 
	Teamwork



	E. 
	Task variety


The five core job characteristics are skill variety, task identity, task significance, autonomy, and feedback (see Figure 12.9).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 1 Easy
Topic: Job Design Perspectives on Motivation
 



	110.
	According to the job characteristics model, the core job characteristics of skill variety, task identity, and task significance combine to affect 
 

	A. 
	knowledge of results.



	B. 
	meaningfulness of work.



	C. 
	autonomy of work.



	D. 
	responsibility for results.



	E. 
	feedback from others.


The core job characteristics of skill variety, task identity, and task significance combine to affect the experienced meaningfulness of work (see Figure 12.9).
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	111.
	The extent to which a job allows an employee to make decisions about scheduling different tasks and deciding how to perform them is called 
 

	A. 
	horizontal loading.



	B. 
	skill variety.



	C. 
	task identity.



	D. 
	task significance.



	E. 
	autonomy.


Autonomy describes the extent to which a job allows an employee to make choices about scheduling different tasks and deciding how to perform them.
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	112.
	Vanessa runs a flower shop. She recently made some changes so that one employee answers phones and does paperwork, while another creates arrangements, and a third packages and delivers the arrangements. Previously, each employee was responsible for the order from the phone call through the delivery. Vanessa's job redesign has 
 

	A. 
	increased task identity.



	B. 
	decreased task identity.



	C. 
	increased task significance.



	D. 
	decreased task significance.



	E. 
	decreased autonomy.


Task identity describes the extent to which a job requires a worker to perform all the tasks needed to complete the job from beginning to end.
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	113.
	As a maintenance person for the Air Force, Craig services aircraft engines, which protects the lives and safety of military personnel and their ability to conduct missions. Craig's job has a high level of 
 

	A. 
	autonomy.



	B. 
	task identity.



	C. 
	skill variety.



	D. 
	task significance.



	E. 
	context satisfactions.


Task significance describes the extent to which a job affects the lives of other people, whether inside or outside the organization.
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	114.
	Which of the following is a contingency factor in the job characteristics model? 
 

	A. 
	Autonomy



	B. 
	Knowledge of actual results



	C. 
	High work satisfaction



	D. 
	Desire for personal growth



	E. 
	Feedback


Contingency factors refer to the degree to which a person wants personal and psychological development. Job design works when employees are motivated; to be so, they must have three attributes: (1) necessary knowledge and skill, (2) desire for personal growth, and (3) context satisfactions, or the right physical working conditions, pay, and supervision (see Figure 12.9).
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	115.
	The motivating potential score is calculated as part of using 
 

	A. 
	reinforcement theory.



	B. 
	McClelland's acquired needs theory.



	C. 
	the job characteristics model.



	D. 
	goal-setting theory.



	E. 
	equity theory.


There are three steps to apply the job characteristics model. The first is to diagnose the work environment to see if a problem exists. A self-report instrument for managers to use called the job diagnostic survey will indicate whether an individual's so-called motivating potential score (MPS), or the amount of internal work motivation associated with a specific job, is high or low.
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	116.
	The theory that attempts to explain behavior change by suggesting that behavior with positive consequences tends to be repeated while behavior with negative consequences tends not to be repeated, is called 
 

	A. 
	reinforcement theory.



	B. 
	equity theory.



	C. 
	expectancy theory.



	D. 
	acquired needs theory.



	E. 
	two-factor theory.


Reinforcement theory attempts to explain behavior change by suggesting that behavior with positive consequences tends to be repeated, whereas behavior with negative consequences tends not to be repeated.
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	117.
	The use of desirable consequences to strengthen a particular behavior is called 
 

	A. 
	constructive feedback.



	B. 
	extinction.



	C. 
	intrinsic motivation.



	D. 
	positive reinforcement.



	E. 
	valence.


Positive reinforcement is the use of positive consequences to strengthen a particular behavior.
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	118.
	The process of strengthening a behavior by withdrawing something negative is called 
 

	A. 
	positive reinforcement.



	B. 
	negative reinforcement.



	C. 
	extinction.



	D. 
	intrinsic motivation.



	E. 
	punishment.


Negative reinforcement is the process of strengthening a behavior by withdrawing something negative.
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	119.
	Estefan tells one of his staff that he is taking her off of probation since she has corrected her tardiness problem. Estefan is using 
 

	A. 
	instrumentality.



	B. 
	negative reinforcement.



	C. 
	punishment.



	D. 
	intrinsic motivation.



	E. 
	positive reinforcement.


Negative reinforcement is the process of strengthening a behavior by withdrawing something negative.
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	120.
	The weakening of behavior by ignoring it or making sure it is not reinforced is called 
 

	A. 
	extinction.



	B. 
	intrinsic motivation.



	C. 
	punishment.



	D. 
	instrumentality.



	E. 
	negative reinforcement.


Extinction is the weakening of behavior by ignoring it or making sure it is not reinforced.
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	121.
	It has been seven quarters since any employee has received a bonus at R & G Mills, so now the possibility of getting one does not seem to be motivating the workers any longer. In this case, management has inadvertently applied 
 

	A. 
	expectancy.



	B. 
	negative reinforcement.



	C. 
	extinction.



	D. 
	intrinsic motivation.



	E. 
	punishment.


Extinction is the weakening of behavior by ignoring it or making sure it is not reinforced.
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	122.
	Your boss requires you to give up your company car since you have missed your sales goals for three consecutive quarters. She is using 
 

	A. 
	positive reinforcement.



	B. 
	negative reinforcement.



	C. 
	extinction.



	D. 
	intrinsic motivation.



	E. 
	punishment.


Punishment is the process of weakening behavior by presenting something negative or withdrawing something positive.
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	123.
	In using reinforcement, a manager should 
 

	A. 
	avoid using punishment.



	B. 
	reward both desired and undesired behavior.



	C. 
	give all subordinates the same rewards to ensure fairness.



	D. 
	save rewards for weekly or monthly celebrations.



	E. 
	clearly communicate the desired behavior.


Whether using positive reinforcement or punishment a manager should be clear about what behavior is appropriate and what is undesirable.
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	When using punishment, a manager should 
 

	A. 
	ignore undesirable behaviors.



	B. 
	save reprimands until the end of the workday, or preferably before a weekend.



	C. 
	do it in conjunction with positive reinforcement.



	D. 
	make sure that other employees witness the punishment.



	E. 
	punish even minor infractions, to appear consistent.


As a manager, you should combine punishment and positive reinforcement. If you're reprimanding an employee, be sure to also say what he or she is doing right and state what rewards the employee might be eligible for.
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	125.
	Which of the following is not an advisable criterion for an effective incentive plan? 
 

	A. 
	The rewards are believable.



	B. 
	The rewards are linked to performance.



	C. 
	The rewards satisfy individual needs.



	D. 
	The rewards require rarely attainable performance.



	E. 
	The rewards are agreed on by the manager and employees.


For incentive plans to work, certain criteria are advisable, as follows. (1) Rewards must be linked to performance and be measurable. (2) The rewards must satisfy individual needs. (3) The rewards must be agreed on by manager and employees. (4) The rewards must be believable and achievable by employees.
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	A sales commission is an example of a ______ compensation plan. 
 

	A. 
	pay-for-knowledge



	B. 
	profit-sharing



	C. 
	pay-for-performance



	D. 
	gainsharing



	E. 
	Scanlon


Pay for performance bases pay on one's results. An example is the sales commission, in which sales representatives are paid a percentage of the earnings the company made from their sales, so that the more they sell, the more they are paid.
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	Gabe has a summer job hand-dying shirts that will be sold on the boardwalk. He is paid $3.50 per shirt. This is an example of a ______ compensation plan. 
 

	A. 
	pay-for-performance



	B. 
	pay-for-knowledge



	C. 
	bonus



	D. 
	profit-sharing



	E. 
	gainsharing


Pay for performance bases pay on one's results. An example is payment according to a piece rate, in which employees are paid according to how much output they produce, as is often used with farm workers picking fruit and vegetables.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 3 Hard
Topic: Using Compensation and Other Rewards to Motivate
 



	128.
	Mark's employer passes out checks at the end of each quarter, representing an equitable portion of 5% of the company's pretax profits for the previous period. This is known as 
 

	A. 
	pay for performance.



	B. 
	pay for knowledge.



	C. 
	a bonus.



	D. 
	profit sharing.



	E. 
	gainsharing.


Profit sharing is the distribution to employees of a percentage of the company's profits.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 3 Hard
Topic: Using Compensation and Other Rewards to Motivate
 



	129.
	A Scanlon plan is a type of ______ compensation plan. 
 

	A. 
	pay-for-knowledge



	B. 
	gainsharing



	C. 
	benchmarking



	D. 
	pay-for-performance



	E. 
	profit-sharing


Gainsharing is the distribution of savings or "gains" to groups of employees who reduced costs and increased measurable productivity. A Scanlon plan is a type of gainsharing plan first used in the steel industry.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 2 Medium
Topic: Using Compensation and Other Rewards to Motivate
 



	130.
	The marketing department at State College was nearly $8,000 under budget last year due to a variety of cost-cutting measures. This year 50% of the savings were returned to the department to spend as desired, as a form of 
 

	A. 
	pay for performance.



	B. 
	pay for knowledge.



	C. 
	bonus.



	D. 
	profit sharing.



	E. 
	gainsharing.


Gainsharing is the distribution of savings or "gains" to groups of employees who reduced costs and increased measurable productivity.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 3 Hard
Topic: Using Compensation and Other Rewards to Motivate
 



	131.
	Erica teaches fourth grade at a local elementary school. She significantly increased her salary by earning a master's degree in education. This is an example of 
 

	A. 
	pay for performance.



	B. 
	pay for knowledge.



	C. 
	a bonus.



	D. 
	profit sharing.



	E. 
	gainsharing.


Also known as skill-based pay, pay for knowledge ties employee pay to the number of job-relevant skills or academic degrees they earn. The teaching profession is an example; elementary and secondary teachers are encouraged to increase their salaries by earning further college credit.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 3 Hard
Topic: Using Compensation and Other Rewards to Motivate
 



	132.
	Which of the following is not a practice used to create a flexible workplace? 
 

	A. 
	Job sharing



	B. 
	Telecommuting



	C. 
	Gainsharing



	D. 
	Part-time work



	E. 
	Compressed workweeks


There is a whole class of nonmonetary incentives to attract, retain, and motivate employees. The foremost example is the flexible workplace, including part-time work, flextime, compressed workweek, job sharing, and telecommuting.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 2 Medium
Topic: Using Compensation and Other Rewards to Motivate
 


 

Essay Questions
 
	133.
	What is motivation, and why is it important for managers to understand how motivation works? What do managers need to motivate people to do? 
 

Motivation is the psychological processes that arouse and direct goal-directed behavior. Managers can use this information to help them guide subordinates to accomplish the organization's objectives. Managers motivate people to join employers, stay at the organization, show up for work, perform better, and do extra for the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-01 What's the motivation for studying motivation?
Level of Difficulty: 2 Medium
Topic: Motivating for Performance
 



	134.
	Explain what a need-based perspective on motivation is. Identify two of this type of theory, and list the needs which each includes. 
 

A need-based perspective on motivation is one that concentrates on the psychological or physiological deficiencies that arouse behavior. Theories include:

1. Maslow's hierarchy of needs: self-actualization, esteem, love, safety, and physiological needs.
2. Alderfer's ERG theory: growth, relatedness, and existence needs.
3. Herzberg's two-factor theory: motivating factors and hygiene factors.
4. McClelland's acquired needs theory: achievement, power, and affiliation needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 2 Medium
Topic: Content Perspectives on Employee Motivation
 



	135.
	Briefly explain McClelland's acquired needs theory. How should managers use this model to motivate employees? What do you think your levels are of the needs that McClelland identified, and why do you think that? 
 

McClelland focused on three needs: power, affiliation, and achievement. Managers should attempt to create work environments for individual subordinates depending on the individual's own pattern of these needs.

The student should explain his or her own levels of needs.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	136.
	Explain the difference between motivating factors and hygiene factors in Herzberg's theory of motivation. Give examples of each, preferably from your own experience. How should a manager use this distinction in trying to motivate employees? 
 

When lacking, hygiene factors can cause dissatisfaction, while motivating factors, when present, cause satisfaction. Examples of hygiene factors are job context variables such as working conditions, supervision, and pay. Examples of motivational factors are job content variables such as the work itself, achievement, and responsibility. Managers should first act to eliminate dissatisfaction by making sure the hygiene factors are reasonable, and then attempt to spur motivation by attending to job content issues.

The student should provide examples of each from his or her own experience.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-02 What kinds of needs motivate employees?
Level of Difficulty: 3 Hard
Topic: Content Perspectives on Employee Motivation
 



	137.
	Explain equity theory, and discuss how managers can use this model to help motivate workers. Give an example from your own experience of an inequitable situation, and use it to illustrate how people react to such circumstances. 
 

Equity theory suggests that people look at the ratio of their outcomes to inputs and compare it to the ratio between a comparable other's outcomes to inputs. They make a judgment about the fairness of the situation from this analysis.

Managers should treat employees fairly as these employees are more likely to support organizational change, more apt to cooperate in group settings, and less apt to turn to arbitration and the courts to remedy real or imagined wrongs.

The students should give examples from their own experiences about an inequitable situation. Among the actions people take here include: They will reduce their inputs, they will try to change the outputs or rewards they receive, they will distort the inequity, they will change the object of comparison, or they will leave the situation.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 3 Hard
Topic: Process Perspectives on Employee Motivation
 



	138.
	Explain expectancy theory, and discuss how managers can use this model to help motivate subordinates. 
 

Expectancy theory contains three elements: expectancy (belief in the ability to perform at a certain level), instrumentality (expectation that successful performance of the task will lead to the desired outcome), and valence (value or importance attached to a possible outcome. Managers can use this to make sure that employees are high on all three of these elements, because a deficiency in any one of them results in low motivation to perform.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-03 Is a good reward good enough? How do other factors affect motivation?
Level of Difficulty: 2 Medium
Topic: Process Perspectives on Employee Motivation
 



	139.
	Choose a job you have held or that you know about. Analyze its characteristics, according to the job characteristics model. If you managed subordinates with this job, what could you do to increase its motivational potential? 
 

The job should be analyzed as to its skill variety (how many different skills does your job require?), task identity (how many different tasks are required to complete the work?), task significance (how many other people are affected by your job?), autonomy (how much discretion does your job give you?), and feedback (how often do you find out how well you're doing?).

To increase motivation these five core characteristics should be considered as they affect three critical psychological states: meaningfulness of work, responsibility for results, and knowledge of results. In turn, these positive psychological states fuel high motivation, high performance, high satisfaction, and low absenteeism and turnover.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 3 Hard
Topic: Job Design Perspectives on Motivation
 



	140.
	Draw a map of and explain the job characteristics model. Include job characteristics, psychological states, outcomes, and contingency factors. 
 

The model has four parts:

Job characteristics: skill variety, task identity, task significance, autonomy, and feedback.
Psychological states: meaningfulness of work, responsibility for work, knowledge of results. Meaningfulness results from skill variety, task identity, and task significance. Responsibility results from autonomy. Knowledge of results comes from feedback.
Outcomes: high work motivation, high work performance, high work satisfaction, and low absenteeism and turnover result when all three psychological states are high.
Contingency factors: the model will hold truer for some individuals than others, depending on their knowledge and skill, desire for growth, and context satisfactions.

The student will draw something similar to Figure 12.8 to illustrate how these parts interrelate.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 12-04 What's the best way to design jobs-adapt people to work or work to people?
Level of Difficulty: 2 Medium
Topic: Job Design Perspectives on Motivation
 



	141.
	Define and explain the four types of reinforcement, including their effect on behavior. Give examples of each from your own experiences. 
 

The four types are:

Positive reinforcement—use of positive consequences to encourage desirable behavior; increases the probability of future desired behavior.
Negative reinforcement—removal of unpleasant consequences following a desired behavior; increases the probability of future desired behavior.
Extinction—withholding or withdrawal of positive rewards for desirable behavior; decreases the probability of that behavior.
Punishment—application of negative consequences to stop or change undesirable behavior.

The student should then give examples of each from his or her own experiences.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-05 What are the types of incentives I might use to influence employee behavior?
Level of Difficulty: 3 Hard
Topic: Reinforcement Perspectives on Motivation
 



	142.
	Explain at least four of the six types of compensation plans, giving examples of each. Which type would be most motivating to you? Why? 
 

The six types are:

Pay for performance: pay is based on results.
Bonuses: cash awards given for achieving specific performance objectives.
Profit sharing: giving employees a percentage of the business's profits.
Gainsharing: distribution of parts of savings or gains to groups of employees.
Stock options: giving employees the right to buy stock at a future date for a discounted price.
Pay for knowledge: ties employee pay to job-relevant skills or degrees.

The student should then discuss which type of compensation plan he or she would find most motivating and why.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 12-06 How can I use compensation and other rewards to motivate people?
Level of Difficulty: 3 Hard
Topic: Using Compensation and Other Rewards to Motivate
 













Chapter 13 Groups & Teams: Increasing Cooperating, Reducing Conflict Answer Key


 

True / False Questions 
 
	1.
	Participating on virtual teams necessarily requires individuals to be available for electronic communication 24 hours a day. 
 
FALSE
Communication is important, but so is consideration. Team members should know what times are appropriate to call one another (think time zones here) and what days (considering cultural, family, or work schedules) are off-limits. Make sure everyone is reachable during normal business hours, as via phone, e-mail, fax, or chat.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	2.
	Managers of virtual workers should arrange for them to meet regularly. 
 
TRUE
One suggestion for managing virtual workers is to meet regularly. Human contact still matters. If possible, launch the team with a face-to-face meeting. When possible, schedule periodic and regular meetings where all team members can discuss current projects and telecommuters can catch up on office gossip.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	3.
	Over 20 years ago, Peter Drucker predicted that the future organization would be organized around teamwork, but that has yet to occur. 
 
FALSE
Twenty-five years ago, management philosopher Peter Drucker predicted that future organizations would not only be flatter and information-based but also organized around teamwork, and that has certainly come to pass.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	4.
	Among the benefits of teamwork is the reduction of destructive internal competition. 
 
TRUE
Teamwork is now the cornerstone of progressive management for many reasons, as Table 13.1 shows. Benefits of teamwork include the reduction of destructive internal competition.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	5.
	While quality is usually improved by using teamwork in an organization, productivity typically suffers because teamwork is time consuming. 
 
FALSE
Teamwork is now the cornerstone of progressive management for many reasons, as Table 13.1 shows. Benefits of teamwork include both improved quality and increased productivity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	6.
	A team is defined as two or more freely interacting individuals who share collective norms, share collective goals, and have a common identity. 
 
FALSE
A group is defined as two or more freely interacting individuals who share collective norms, share collective goals, and have a common identity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	7.
	Formal communication is the essence of a team, and what differentiates it from a group. 
 
FALSE
"The essence of a team is common commitment," say Katzenbach and Smith. "Without it, groups perform as individuals; with it, they become a powerful unit of collective performance."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	8.
	Twenty-five new employees from across the Kendall Automotive Technologies organization are attending an orientation, receiving information about company policies, and filling out various forms. These employees comprise a team. 
 
FALSE
These employees are a group—two or more freely interacting individuals who share collective norms, share collective goals (attending orientation), and have a common identity (employees from Kendall).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	9.
	A team is a small group of people with complementary skills who are committed to a common purpose and performance goals. 
 
TRUE
A team is defined as a small group of people with complementary skills who are committed to a common purpose, performance goals, and approach for which they hold themselves mutually accountable.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	10.
	A formal group typically has no officially appointed leader, although a leader may emerge from members of the group. 
 
FALSE
An informal group is a group formed by people seeking friendship and has no officially appointed leader, although a leader may emerge from the membership. A formal group is headed by a leader.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	11.
	In the workplace, informal groups can undercut the plans of formal groups. 
 
TRUE
The formal organization may make efforts to work toward a goal, but these attempts may be sabotaged through the informal networks of workers who meet and gossip over lunch pails and after-work beers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	12.
	Informal groups can be highly productive, even more so than formal groups. 
 
TRUE
Informal groups can advance or undercut the plans of formal groups. But interestingly, informal groups can be highly productive, even more so than formal groups.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	13.
	Research finds that the majority of workplace learning occurs in formal groups. 
 
FALSE
A 2-year study by the Center for Workplace Development found that 70% of workplace learning is informal.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	14.
	A team created to broaden the information base for managerial decisions is known as a recommendation team. 
 
FALSE
Advice teams are created to broaden the information base for managerial decisions. Examples are committees, review panels, advisory councils, employee involvement groups, and continuous improvement teams.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	15.
	A maintenance crew is an example of an action team. 
 
FALSE
A maintenance crew is a production team, responsible for performing day-to-day operations.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	16.
	A work team may be self-managed, cross-functional, virtual, or even all of these at the same time. 
 
TRUE
The various types of teams are not mutually exclusive. Work teams may also be self-managed, cross-functional, or virtual. See Table 13.2.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	17.
	A cross-functional team is staffed with specialists pursuing a common objective. 
 
TRUE
A cross-functional team is staffed with specialists pursuing a common objective. Examples are task forces, research groups, planning teams, architect teams, engineering teams, and development teams.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	18.
	Quality circles are now known as continuous improvement teams. 
 
TRUE
Self-managed teams have emerged out of what were called quality circles, now known as continuous improvement teams.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	19.
	Problem-solving teams consist of small groups of volunteers or workers and supervisors who meet intermittently to discuss workplace- and quality-related problems. 
 
FALSE
Continuous improvement teams consist of small groups of volunteers or workers and supervisors who meet intermittently to discuss workplace- and quality-related problems.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	20.
	About 25% of Fortune 1000 companies use some form of self-managed work teams. 
 
FALSE
More than 75% of the top 1,000 U.S. companies currently use some form of self-managed work teams.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	21.
	Creating self-managed teams in the workplace has a very positive effect on job satisfaction and organizational commitment. 
 
FALSE
Self-managed teams have been found to have a positive effect on productivity and attitudes of self-responsibility and control, although there is no significant effect on job satisfaction and organizational commitment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	22.
	The process of getting oriented and getting acquainted with the group is known as the forming stage of team development. 
 
TRUE
The first stage, forming, is the process of getting oriented and getting acquainted.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 1 Easy
Topic: Stages of Group and Team Development
 



	23.
	Many groups stall in the performing stage of group development. 
 
FALSE
Many groups stall in stage 2 (storming) because power politics may erupt into open rebellion.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	24.
	In the storming stage of group development, the leader should encourage members to work through their conflicts about tasks and goals. 
 
TRUE
In the storming stage, the leader should encourage members to suggest ideas, voice disagreements, and work through their conflicts about tasks and goals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	25.
	Group cohesion arises during the forming stage of group development. 
 
FALSE
Group cohesiveness, a "we feeling" binding group members together, is the principal by-product of stage 3, norming.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	26.
	The norming stage of team development is a lengthy and painful one. 
 
FALSE
The norming stage generally does not last long. Here the leader should emphasize unity and help identify team goals and values.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	27.
	During the performing stage, the leader of a team should allow members the empowerment they need to work on tasks. 
 
TRUE
In performing, members concentrate on solving problems and completing the assigned task. The leader should allow members the empowerment they need to work on tasks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	28.
	A leader should ease the transition of an adjourning group with rituals celebrating "the end" and "new beginnings." 
 
TRUE
The leader can help ease the transition of an adjourning group by rituals celebrating "the end" and "new beginnings." Parties, award ceremonies, graduations, or mock funerals can provide the needed punctuation at the end of a significant teamwork project.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	29.
	The tendency of a group or team to stick together is known as cooperation. 
 
FALSE
Individuals are said to be cooperating when their efforts are systematically integrated to achieve a collective objective. Another important characteristic of teams is cohesiveness, the tendency of a group or team to stick together. This is the familiar sense of togetherness or "we-ness" you feel when you're a member of a team.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	30.
	Managers can stimulate cohesiveness in teams by encouraging people to have face-to-face exchanges at work. 
 
TRUE
An important characteristic of teams is cohesiveness, the tendency of a group or team to stick together. Managers can stimulate cohesiveness by encouraging people to have face-to-face exchanges at work.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	31.
	While individuals prefer to have measurable goals as well as feedback about their performance, this is not required for teams since goals and feedback can be generated from within. 
 
FALSE
As an individual, you no doubt prefer to have measurable goals and to have feedback about your performance. The same is true with teams. Teams are individuals organized for a collective purpose that needs to be defined in terms of specific, measurable performance goals with continual feedback to tell team members how well they are doing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	32.
	Mutual trust and commitment are developed within a team because members are mutually accountable to a supervisor. 
 
FALSE
Being mutually accountable to other members of the team rather than to a supervisor makes members feel mutual trust and commitment—a key part in motivating members for team effort.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	33.
	Generally speaking, the optimal team size is considered to be 12 to 15 members. 
 
FALSE
Whereas in some flat-organization structures groups may consist of 30 or more employees, teams seem to range in size from 2-16 people, with those of 5-12 generally being the most workable and 5-6 considered optimal.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	34.
	Members of smaller teams tend to be more highly committed and satisfied. 
 
TRUE
Small teams from two to nine members have the advantage of better morale. They are better able to see the worth of their individual contributions and thus are more highly committed and satisfied.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	35.
	Larger teams are more likely than small ones to have formal and autocratic leadership. 
 
TRUE
Leaders of large teams may be more formal and autocratic, since members in teams this size are apt to be more tolerant of autocratic leadership.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	36.
	People tend to exert less effort when working in groups than when working alone, a tendency known as social loafing. 
 
TRUE
The larger the size of a group, the more likely performance is to drop, owing to the phenomenon known as social loafing, the tendency of people to exert less effort when working in groups than when working alone.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	37.
	Job modeling is a socially determined set of rules for how an individual should behave in an organization. 
 
FALSE
Roles are socially determined expectations of how individuals should behave in a specific position.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	38.
	Two types of team roles are task and stability. 
 
FALSE
Two types of team roles are task and maintenance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	39.
	An example of a task role is an initiator, someone who suggests new goals or ideas. 
 
TRUE
A task role, or task-oriented role, consists of behavior that concentrates on getting the team's tasks done. An example is initiators, who suggest new goals or ideas.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	40.
	A maintenance role consists of behavior that fosters constructive relationships among team members. 
 
TRUE
A maintenance role, or relationship-oriented role, consists of behavior that fosters constructive relationships among team members.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	41.
	Norms point up the boundaries between acceptable and unacceptable behavior among group or team members. 
 
TRUE
Norms are general guidelines or rules of behavior that most group or team members follow. Norms point up the boundaries between acceptable and unacceptable behavior.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	42.
	One of the primary reasons norms are enforced is to leverage the group's power with management. 
 
FALSE
Norms tend to be enforced by group or team members for four reasons: to help the group survive, to clarify role expectations, to help individuals avoid embarrassing situations, and to emphasize the group's important values and identity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	43.
	Groupthink is a cohesive group's blind unwillingness to consider alternatives. 
 
TRUE
According to psychologist Irvin Janis, groupthink is a cohesive group's blind unwillingness to consider alternatives. In this phenomenon, group or team members are friendly and tight-knit, but they are unable to think "outside the box." Their "strivings for unanimity override their motivation to realistically appraise alternative courses of action," said Janis.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	44.
	A positive outcome of groupthink is the development of more alternative ideas. 
 
FALSE
Among the decision-making defects that can arise from groupthink is the reduction in alternative ideas. The principal casualty of groupthink is a shrinking universe of ideas. Decisions are made based on few alternatives. Once preferred alternatives are decided on, they are not reexamined, and, of course, rejected alternatives are not reexamined.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	45.
	Allowing criticism of ideas helps prevent groupthink. 
 
TRUE
Each member of a team or group should be told to be a critical evaluator, able to actively voice objections and doubts. This may help to prevent groupthink.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	46.
	Conflict is the dramatic and often violent clash of opposing forces that lacks a simple resolution that would be satisfactory to all parties. 
 
FALSE
Conflict, an enduring feature of the workplace, is a process in which one party perceives that its interests are being opposed or negatively affected by another party. It includes subtle, nonviolent forms like opposition, criticism, and arguments.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	47.
	Certain kinds of conflict can be beneficial for organizations. 
 
TRUE
Although all of us might wish to live lives free of conflict, it is now recognized that certain kinds of conflict can actually be beneficial. We can distinguish between negative conflict (bad) and constructive conflict (good).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	48.
	Another name for functional conflict is productive conflict. 
 
FALSE
The good kind of conflict is functional conflict, which benefits the main purposes of the organization and serves its interests. There are some situations in which this kind of conflict, also called constructive conflict or cooperative conflict, is considered advantageous.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	49.
	According to research, negative conflict can have positive effects on performance. 
 
TRUE
Negative conflict often gets results, surprisingly. One study of 373 randomly chosen employees found that, although some reacted to abusive bosses by doing little or nothing, others performed better, in part, it's speculated, to make themselves look good and others look worse.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	50.
	Organizations with too much conflict tend to be plagued by apathy and missed deadlines. 
 
FALSE
Organizations that experience too little conflict tend to be plagued by apathy, lack of creativity, indecision, and missed deadlines. Excessive conflict, on the other hand, can erode organizational performance because of political infighting, dissatisfaction, lack of teamwork, and turnover.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	51.
	Performance in the workplace is maximized with a moderate level of conflict. 
 
TRUE
It seems that a moderate level of conflict can induce creativity and initiative, thereby raising performance, as shown in Figure 13.2.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	52.
	When resources are scarce, conflict is more likely. 
 
TRUE
Within organizations there is often a scarcity of needed resources such as funds, office space, equipment, employees, and money for raises. When resources are scarce, being a manager becomes more difficult and conflict more likely.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	53.
	Conflict is naturally avoided when organizations are structured along functional lines. 
 
FALSE
It's natural for people in functional organizations to pursue different objectives and to be rewarded accordingly, but this means that conflict is practically built into the system.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	54.
	When job boundaries are ambiguous, employees are less possessive, and conflict is likely to be minimized. 
 
FALSE
Ambiguous jurisdictions are problematic. When job boundaries or task responsibilities are unclear, that can often lead to conflict.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	55.
	Avoiding it is never an appropriate response to conflict. 
 
FALSE
Avoiding involves ignoring or suppressing a conflict. Avoidance is appropriate for trivial issues, when emotions are high and a cooling-off period is needed, or when the cost of confrontation outweighs the benefits of resolving the conflict. It is not appropriate for difficult or worsening problems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	56.
	The weakness of accommodating as a method for handling conflict is that it is only a temporary fix that fails to address the underlying problem. 
 
TRUE
Accommodating is allowing the desires of the other party to prevail. The advantage of accommodating is that it encourages cooperation. The weakness is that once again it's only a temporary fix that fails to confront the underlying problem.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	57.
	The conflict-handling style of compromising is appropriate when both parties to a conflict have equal power. 
 
TRUE
In compromising, both parties give up something in order to gain something. Compromise is appropriate when both sides have opposite goals or possess equal power.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	58.
	Speed of resolution is the primary benefit of using the collaborating conflict-handling style. 
 
FALSE
The strength of collaborating is its longer-lasting impact because it deals with the underlying problem, not just its symptoms. Its weakness is that it's very time consuming. The advantage of forcing is speed: It can get results quickly.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	59.
	When parties to a conflict have deeply rooted, opposing value systems, the most appropriate method to handle the conflict is collaboration. 
 
FALSE
Collaborating strives to devise solutions that benefit both parties. Collaboration is appropriate for complex issues plagued by misunderstanding. It is inappropriate for resolving conflicts rooted in opposing value systems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	60.
	Competition is a form of conflict. 
 
TRUE
Competition is a form of conflict, but it is often healthy in spurring people to produce higher results.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	61.
	Devil's advocacy is a method used to induce programmed conflict. 
 
TRUE
Programmed conflict is designed to elicit different opinions without inciting people's personal feelings. The method for getting people to engage in a debate of ideas is to do disciplined role playing, for which two proven methods are available: devil's advocacy and the dialectic method.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	62.
	The dialectic method is the process of assigning someone to play the role of critic to voice possible objections to a proposal. 
 
FALSE
Devil's advocacy is the process of assigning someone to play the role of critic to voice possible objections to a proposal and thereby generate critical thinking and reality testing.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 


 

Multiple Choice Questions 
 
	63.
	Which of the following is the best way to manage virtual teams? 
 

	A. 
	Focus on what is accomplished, not hours or locations.



	B. 
	When beginning with a virtual team, set the final deadline and reprimand any virtual team members who don't make the deadline.



	C. 
	Because you don't have face-to-face contact, relay instructions via phone.



	D. 
	Require each team member to keep their own personal record of the work that's been done as a team.



	E. 
	Utilize employees on a global team around the clock.


Of the choices given, the best way to manage virtual teams is to focus on what's accomplished, not whether an employee is working from her patio or at 10 p.m.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	64.
	In managing virtual workers, a manager should 
 

	A. 
	give directions only by phone or in person.



	B. 
	make sure the worker is keeping to a fixed schedule of hours.



	C. 
	let employees work using their own expectations of how to do their jobs.



	D. 
	meet regularly, face to face.



	E. 
	initiate change quickly.


Meeting regularly facilitates the social relationships and informal information flow between team members.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	65.
	Which of the following is not a benefit of teamwork in an organization? 
 

	A. 
	Increased speed



	B. 
	Decreased stress



	C. 
	Reduced costs



	D. 
	Improved workplace cohesiveness



	E. 
	Reduced destructive internal competition


Teamwork is responsible for many improvements in the workplace, including increased productivity, increased speed, reduced costs, improved quality, reduced destructive internal competition, and improved workplace cohesiveness (see Table 13.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	66.
	Two or more freely interacting individuals who share collective norms, share collective goals, and have a common identity are called a 
 

	A. 
	cluster.



	B. 
	self-managing work team.



	C. 
	collaborative unit.



	D. 
	quality circle.



	E. 
	group.


A group is defined as two or more freely interacting individuals who share collective norms, share collective goals, and have a common identity.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	67.
	A _______ is defined as a small group of people with complementary skills who are committed to a common purpose, performance goals, and approach for which they hold themselves accountable. 
 

	A. 
	cross-functional team



	B. 
	group



	C. 
	team



	D. 
	panel



	E. 
	formal group


A team is defined as a small group of people with complementary skills who are committed to a common purpose, performance goals, and approach for which they hold themselves mutually accountable.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	68.
	A group that is created to do something productive for the organization and is headed by a leader is called a(n) 
 

	A. 
	dynamic group.



	B. 
	formal group.



	C. 
	normative group.



	D. 
	informal group.



	E. 
	network group.


A formal group is a group established to do something productive for the organization and is headed by a leader.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	69.
	Jane organized several teachers to discuss the school's interior painting scheduled for summer. They looked at several brands, and heard a presentation by a designer who then helped them choose a color palette to recommend to school administrators. In this instance, the teachers make up a(n) 
 

	A. 
	self-managed team.



	B. 
	virtual team.



	C. 
	cross-functional team.



	D. 
	informal group.



	E. 
	formal group.


A formal group is a group established to do something productive for the organization and is headed by a leader.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	70.
	Which of the following is true of informal groups? 
 

	A. 
	Informal groups can advance the plans of formal groups.



	B. 
	A temporary committee is an example of an informal group.



	C. 
	Members of an informal group are assigned to it by the skills they possess.



	D. 
	Informal groups have appointed leaders.



	E. 
	Informal groups are primarily created to solve an organizational problem.


Informal groups can advance or undercut the plans of formal groups. The attempts an organization may make to change can be supported or sabotaged by an informal group.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	71.
	In all but the worst weather, Laura and four of her coworkers met each day at 12:15 to walk the wilderness trail behind their office building. This is an example of a(n) 
 

	A. 
	continuous improvement team.



	B. 
	informal group.



	C. 
	self-managed team.



	D. 
	virtual team.



	E. 
	formal group.


An informal group is a group formed by people seeking friendship and has no officially appointed leader, although a leader may emerge from the membership. An informal group may be a collection of friends who hang out with one another, such as those who take coffee breaks together.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	72.
	A data processing group is an example of a(n) 
 

	A. 
	routine team.



	B. 
	action team.



	C. 
	advice team.



	D. 
	production team.



	E. 
	project team.


Production teams are responsible for performing day-to-day operations. Examples are mining teams, flight-attendant crews, maintenance crews, assembly teams, data processing groups, and manufacturing crews.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	73.
	A team composed of people from different departments who are pursuing a common objective is called a 
 

	A. 
	quality circle.



	B. 
	problem-solving team.



	C. 
	cross-functional team.



	D. 
	virtual team.



	E. 
	work force.


On a cross-functional team, members are composed of people from different departments, such as sales and production, all of whom are pursuing a common objective.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	74.
	Luis, Kennedy, and Jennifer met once a week for several months in the fall to redesign department work spaces, to be implemented when the organization moved to a new building in January. This is an example of a 
 

	A. 
	top management team.



	B. 
	problem-solving team.



	C. 
	cross-functional team.



	D. 
	virtual team.



	E. 
	continuous improvement team.


On a problem-solving team, knowledgeable workers meet as a temporary team to solve a specific problem and then disband.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	75.
	A team that consists of members who interact by computer network to collaborate on projects is called a(n) 
 

	A. 
	remote team.



	B. 
	e-team.



	C. 
	self-managed team.



	D. 
	informal team.



	E. 
	virtual team.


On a virtual team, members interact by computer network to collaborate on projects.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	76.
	At Bremond Stafford Architects, a group of designers are developing the first drawings for a proposed multiuse development section of a large city that is being revitalized. What type of work team is this group? 
 

	A. 
	Project team



	B. 
	Production team



	C. 
	Product team



	D. 
	Action team



	E. 
	Advice team


Project teams work to do creative problem solving, often by applying the specialized knowledge of members. Examples are task forces, research groups, and architect teams.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	77.
	A work team that works to accomplish tasks that require people with specialized training and a high degree of coordination is called a(n) 
 

	A. 
	production team.



	B. 
	project team.



	C. 
	development team.



	D. 
	action team.



	E. 
	advice team.


Action teams work to accomplish tasks that require people with (1) specialized training and (2) a high degree of coordination, as on a baseball team, with specialized athletes acting in coordination.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	78.
	Which of the following is most likely to be considered an action team? 
 

	A. 
	A group of scientists working on a new cancer drug.



	B. 
	All workers on the night shift of a plastics manufacturing facility.



	C. 
	An advisory council on teacher development for a school district.



	D. 
	An airline cockpit crew.



	E. 
	An information-technology improvement task force.


Action teams work to accomplish tasks that require people with (1) specialized training and (2) a high degree of coordination, as on a baseball team, with specialized athletes acting in coordination. Another example is an airline cockpit crew.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	79.
	Which of the following is a characteristic of a continuous improvement team? 
 

	A. 
	A built-in part of any effective organizational group.



	B. 
	A type of advice team.



	C. 
	Requires assigned membership.



	D. 
	Emerged from self-managed team concept.



	E. 
	Encourages high empowerment.


Continuous improvement teams are a type of advice team that consist of small groups of volunteers or workers and supervisors who meet intermittently to discuss workplace- and quality-related problems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	80.
	Who are typical members of continuous improvement teams? 
 

	A. 
	Workers and supervisors



	B. 
	Supervisors and managers



	C. 
	Managers and agents representing competitors



	D. 
	Managers and outside suppliers



	E. 
	Customers and suppliers


Continuous improvement teams are a type of advice team that consist of small groups of volunteers or workers and supervisors who meet intermittently to discuss workplace- and quality-related problems.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	81.
	Self-managed teams are groups of workers who have been given ______ for their task domains. 
 

	A. 
	individual incentives



	B. 
	administrative oversight



	C. 
	reduced responsibility



	D. 
	complete freedom



	E. 
	no technology


A self-managed team is defined as a group of workers who are given administrative oversight for their task domains.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 1 Easy
Topic: Groups Versus Teams
 



	82.
	Administrative oversight given to self-managed teams does not include 
 

	A. 
	planning.



	B. 
	scheduling work.



	C. 
	implementing change.



	D. 
	monitoring performance.



	E. 
	staffing.


Administrative oversight involves delegated activities such as planning, scheduling, monitoring, and staffing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	83.
	When using a self-managed team, a manager should 
 

	A. 
	maintain detailed monitoring of its performance.



	B. 
	create the team within whatever structure currently exists.



	C. 
	offer lucrative individual bonuses.



	D. 
	allow members to hire their own coworkers.



	E. 
	provide elaborate retreats for team discussions.


Self-managed teams are defined as groups of workers who are given administrative oversight for their task domains. Administrative oversight involves delegated activities such as planning, scheduling, monitoring, and staffing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	84.
	Which of the following is an important aspect when creating a self-managed team? 
 

	A. 
	Lessen the authority and autonomy that is granted.



	B. 
	Require participation to be outside of normal working hours.



	C. 
	Use some form of team compensation.



	D. 
	Allow workers to simply do their own thing.



	E. 
	Require voluntary only membership.


A self-managed team is defined as a group of workers who are given administrative oversight for their task domains. Among suggestions to empower self-managed teams: team members are cross-trained on jobs within their (and other) teams; do their own hiring, training, and firing; do their own evaluations of each other; and are paid (at least in part) as a team.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	85.
	Which of the following is not one of the stages of group and team development? 
 

	A. 
	Norming



	B. 
	Storming



	C. 
	Reforming



	D. 
	Adjourning



	E. 
	Performing


One theory proposes that groups and teams go through five stages of development: forming, storming, norming, performing, and adjourning (see Figure 13.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 1 Easy
Topic: Stages of Group and Team Development
 



	86.
	The question the group is asking during the forming stage of group development is 
 

	A. 
	"Why are we here?"



	B. 
	"What's next?"



	C. 
	"Can we do the job properly?"



	D. 
	"Why are we fighting about who does what?"



	E. 
	"Can we agree on roles and work as a team?"


For the group, the question in the forming stage is "Why are we here?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	87.
	During the forming stage, the leader should 
 

	A. 
	establish permanent control.



	B. 
	allow people to socialize.



	C. 
	empower team members.



	D. 
	encourage disagreement.



	E. 
	work through team conflicts.


During the forming stage, leaders should allow time for people to become acquainted and to socialize.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	88.
	The ______ stage of team development is characterized by the emergence of individual personalities and roles and conflicts within the group. 
 

	A. 
	norming



	B. 
	forming



	C. 
	adjourning



	D. 
	performing



	E. 
	storming


The second stage, storming, is characterized by the emergence of individual personalities and roles and conflicts within the group.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 1 Easy
Topic: Stages of Group and Team Development
 



	89.
	The group development stage in which individuals test the leader's policies and assumptions as they try to determine how they fit into the power structure is the ______ stage. 
 

	A. 
	storming



	B. 
	norming



	C. 
	performing



	D. 
	forming



	E. 
	adjourning


The storming stage is a time of testing. Individuals test the leader's policies and assumptions as they try to determine how they fit into the power structure.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	90.
	Jinhai's team was not making much progress on defining a new production process. Maria was being very uncooperative; she did not agree with the direction Jinhai was taking, so she hadn't helped with her part. This team is in what stage of group development? 
 

	A. 
	Performing



	B. 
	Forming



	C. 
	Adjourning



	D. 
	Storming



	E. 
	Norming


The storming stage is a time of testing. Individuals test the leader's policies and assumptions as they try to determine how they fit into the power structure. Subtle forms of rebellion, like procrastination, occur. Groups can stall here when power politics erupt into open rebellion.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 3 Hard
Topic: Stages of Group and Team Development
 



	91.
	During the ______ stage of team development, close relationships develop and unity and harmony emerge. 
 

	A. 
	storming



	B. 
	norming



	C. 
	performing



	D. 
	forming



	E. 
	adjourning


In the third stage, norming, conflicts are resolved, close relationships develop, and unity and harmony emerge.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 1 Easy
Topic: Stages of Group and Team Development
 



	92.
	The question individuals ask during the norming stage of group development is 
 

	A. 
	"How do I fit in here?"



	B. 
	"What's next?"



	C. 
	"How can I best perform my role?"



	D. 
	"What do the others expect me to do?"



	E. 
	"What's my role here?"


In the third stage, norming, conflicts are resolved, close relationships develop, and unity and harmony emerge. For individuals, the main issue is "What do the others expect me to do?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	93.
	The stage during which a group sets guidelines about issues like attendance and punctuality is the ______ stage. 
 

	A. 
	norming



	B. 
	storming



	C. 
	forming



	D. 
	adjourning



	E. 
	performing


In the norming stage teams set guidelines related to what members will do together and how they will do it. The teams consider such matters as attendance at meetings, being late, and missing assignments as well as how members treat one another.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	94.
	Groups that make it through storming generally do so because 
 

	A. 
	they develop groupthink.



	B. 
	someone wins the political battle and dominates the group.



	C. 
	someone besides the leader challenges the group to resolve power struggles.



	D. 
	the work gets done.



	E. 
	the focus generally is on social loafing.


Groups that make it through storming generally do so because a respected member other than the leader challenges the group to resolve its power struggles so something can be accomplished.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	95.
	The principal by-product of the norming stage of team development is 
 

	A. 
	adjournment.



	B. 
	uncertainty.



	C. 
	group cohesiveness.



	D. 
	conflict.



	E. 
	empowerment.


Group cohesiveness, a "we feeling" binding group members together, is the principal by-product of stage 3, norming.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	96.
	______ is a "we feeling" that binds group members together. 
 

	A. 
	Maintenance



	B. 
	Groupthink



	C. 
	Norming



	D. 
	Social loafing



	E. 
	Group cohesiveness


Group cohesiveness, a "we feeling" binding group members together, is the principal by-product of stage 3, norming.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 1 Easy
Topic: Stages of Group and Team Development
 



	97.
	Since hard feelings about group leadership and assignments had passed, Elena's group recently seemed to be relating much better. At the meeting tomorrow she should take advantage of this moment by 
 

	A. 
	helping the team identify group goals and values.



	B. 
	encouraging members to voice disagreements.



	C. 
	helping people get to know each other.



	D. 
	empowering the members.



	E. 
	throwing a thank-you party.


In the third stage, norming, conflicts are resolved, close relationships develop, and unity and harmony emerge. In the norming stage the leader should emphasize unity and help identify team goals and values.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 3 Hard
Topic: Stages of Group and Team Development
 



	98.
	In the performing stage of group development, members 
 

	A. 
	prepare for disbandment.



	B. 
	develop close relationships.



	C. 
	concentrate on solving problems.



	D. 
	test the leader's policies.



	E. 
	hold back to see what will happen.


In performing, members concentrate on solving problems and completing the assigned task.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 1 Easy
Topic: Stages of Group and Team Development
 



	99.
	During the performing stage of team development, the group answers the question 
 

	A. 
	"Can we agree on roles and work as a team?"



	B. 
	"Why are we here?"



	C. 
	"Why are we fighting?"



	D. 
	"Can we do the job properly?"



	E. 
	"Who's in charge?"


During the performing stage the group asks "Can we do the job properly?"


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	100.
	Jerald led a team that has just finished up a very challenging research project that will assist management in developing long-range plans. Despite the stress of the past few months, most participants seem sad it's over. Now Jerald should 
 

	A. 
	have an awards ceremony.



	B. 
	emphasize unity.



	C. 
	get the group disbanded quickly to free people up for new things.



	D. 
	provide opportunities for people to get to know each other better now.



	E. 
	ensure those members can work on similar tasks going forward.


In the final stage, adjourning, members prepare for disbandment. Having worked so hard to get along and get something done, many members feel a compelling sense of loss. The leader can help ease the transition by rituals celebrating "the end" and "new beginnings." Parties, award ceremonies, graduations, or mock funerals can provide the needed punctuation at the end of a significant teamwork project.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 3 Hard
Topic: Stages of Group and Team Development
 



	101.
	Which of the following is considered one of the most essential considerations in building a group into an effective team? 
 

	A. 
	Trust



	B. 
	Promoting groupthink



	C. 
	Organizational structure



	D. 
	Market stability



	E. 
	Size


The most essential considerations in building a group into an effective team are (1) cooperation, (2) trust, and (3) cohesiveness. These are followed by (4) performance goals and feedback, (5) motivation through mutual accountability, (6) size, (7) roles, (8) norms, and (9) awareness of groupthink.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	102.
	Individuals are said to be cooperating when 
 

	A. 
	they have reciprocal faith in others' intentions and behaviors.



	B. 
	they have a sense of togetherness and unity.



	C. 
	their efforts are systematically integrated to achieve a collective objective.



	D. 
	their motivation comes from a desire to please a supervisor or the seeking of a tangible reward.



	E. 
	they have ceased to be competitive with one another and prefer harmony.


Unlike other animals (such as chimpanzees and monkeys), humans are able to build bigger and better tools by sharing knowledge and learning from one another, or in short, by cooperating. Individuals are said to be cooperating when their efforts are systematically integrated to achieve a collective objective.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	103.
	________ is defined as reciprocal faith in others' intentions and behaviors. 
 

	A. 
	Cooperation



	B. 
	Trust



	C. 
	Cohesiveness



	D. 
	Unity



	E. 
	Fairness


Trust is defined as reciprocal faith in others' intentions and behaviors. The word reciprocal emphasizes the give-and-take aspect of trust. That is, we tend to give what we get: trust begets trust, distrust begets distrust.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	104.
	Trust is based on _______, which can be enhanced by showing professionalism, technical ability, and good business sense. 
 

	A. 
	cooperation



	B. 
	cohesiveness



	C. 
	unity



	D. 
	honesty



	E. 
	credibility


Trust is based on credibility, or how believable you are based on your past acts of integrity and follow-through on your promises. You can enhance your credibility by showing professionalism, technical ability, and good business sense.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	105.
	Which of the following is a way managers can enhance team cohesiveness? 
 

	A. 
	Isolating the group from the actions of competitors or other threats.



	B. 
	Providing team members precise instructions for their tasks.



	C. 
	Creating a relatively large team.



	D. 
	Assigning members randomly to teams.



	E. 
	Emphasizing members' common characteristics.


Factors to help achieve cohesiveness: 1. Keep the team small. 2. Encourage members' interaction and cooperation. 3. Emphasize members' common characteristics. 4. Strive for a favorable public image to enhance the team's prestige. 5. Give each member a stake in the team's success, or a "piece of the action." 6. Point out threats from competitors to enhance team togetherness. 7. Ensure performance standards are clear, and regularly update members on team goals. 8. Frequently remind members they need each other to get the job done. 9. Direct each member's special talents toward the common goals. 10. Recognize each member's contributions (See Table 13.5.).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	106.
	Which of the following is an advantage of smaller groups? 
 

	A. 
	Fewer distractions



	B. 
	More formalized team leadership



	C. 
	More creativity and innovation



	D. 
	More division of labor



	E. 
	Better interaction and coordination


Smaller groups have two advantages: better interaction and better morale.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	107.
	Which of the following is a disadvantage of smaller groups? 
 

	A. 
	Unfair work distribution



	B. 
	Autocratic leadership



	C. 
	Lower morale



	D. 
	Tendency to form cliques



	E. 
	Tendency to take unreasonable risk


Small teams have some disadvantages: fewer resources, possibly less innovation, and unfair work distribution.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	108.
	Which of the following is an advantage of larger groups? 
 

	A. 
	Higher morale



	B. 
	More effective interaction



	C. 
	Greater boldness



	D. 
	Able to take advantage of division of labor



	E. 
	Less social loafing


Teams with 10-16 members (large) have different advantages over small teams: more resources and the ability to take advantage of division of labor.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	109.
	Which of the following is a disadvantage of larger groups? 
 

	A. 
	Less creativity and innovation



	B. 
	Less commitment



	C. 
	More division of labor



	D. 
	Fewer resources



	E. 
	Fewer cliques


Because people are less able to see the worth of their individual contributions in large teams, they show less commitment and satisfaction and more turnover and absenteeism.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	110.
	Perry was part of a 15-person grounds beautification committee, and among its responsibilities were monthly parking lot cleanup and weekly patio sweeping. He was a part of the committee at his boss's request but had never actually helped with anything. This is likely an example of 
 

	A. 
	storming.



	B. 
	devil's advocacy.



	C. 
	social loafing.



	D. 
	procrastinating.



	E. 
	adjourning.


The larger the size of the team, the more likely performance is to drop, owing to the phenomenon known as social loafing, the tendency of people to exert less effort when working in groups than when working alone.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 3 Hard
Topic: Building Effective Teams
 



	111.
	Members of a team develop their ______ based on the expectations of the team, of the organization, and of themselves. 
 

	A. 
	roles



	B. 
	norms



	C. 
	groupthink



	D. 
	job descriptions



	E. 
	social fit


Roles are socially determined expectations of how individuals should behave in a specific position. Members develop them based on expectations of the team, the organization, and themselves.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	112.
	A ______ role is behavior that concentrates on getting the team's work done. 
 

	A. 
	maintenance



	B. 
	performance



	C. 
	administrative



	D. 
	task



	E. 
	production


A task role, or task-oriented role, consists of behavior that concentrates on getting the team's tasks done.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 1 Easy
Topic: Building Effective Teams
 



	113.
	Marielle points out during the meeting that the group has fallen a half hour behind schedule according to the agenda, and should get back to the important work at hand. She is performing a ______ role. 
 

	A. 
	relational



	B. 
	task



	C. 
	maintenance



	D. 
	social



	E. 
	production


A task role, or task-oriented role, consists of behavior that concentrates on getting the team's tasks done. Task roles keep the team on track. If you say in a team meeting, "What is the real issue here? We don't seem to be getting anywhere," you are performing a task role.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 3 Hard
Topic: Building Effective Teams
 



	114.
	Someone at a team meeting who says, "Let's hear from those who oppose this plan" is performing a ______ role. 
 

	A. 
	maintenance



	B. 
	social



	C. 
	coordinator



	D. 
	reorientation



	E. 
	task


A maintenance role is behavior that fosters constructive relationships among team members. Saying, "Let's hear from those who oppose this plan," is playing a maintenance role.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	115.
	Tension was thick in the room as the management team discussed changes to promotion requirements. But then Chris made a joke about Jake's white-knuckled grip on his pen, and the laughter seemed to improve the mood. Chris was acting in a ______ role. 
 

	A. 
	relational



	B. 
	task



	C. 
	maintenance



	D. 
	social



	E. 
	production


A maintenance role is behavior that fosters constructive relationships among team members. Examples include harmonizers, those who mediate conflict through reconciliation or humor.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 3 Hard
Topic: Building Effective Teams
 



	116.
	Which of the following is not a reason to enforce norms? 
 

	A. 
	To clarify role expectations.



	B. 
	To create a written document of behavioral guidelines for new employees.



	C. 
	To help the group survive.



	D. 
	To emphasize the group's important values.



	E. 
	To help individuals avoid embarrassing situations.


Norms tend to be enforced by group or team members for four reasons: to help the group survive, to clarify role expectations, to help individuals avoid embarrassing situations, and to emphasize the group's important values and identity.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	117.
	Nordstrom's department store chain emphasizes the great lengths to which it goes in customer service, an example of which of these reasons to enforce norms? 
 

	A. 
	To clarify role expectations.



	B. 
	To help the group survive.



	C. 
	To create cohesiveness.



	D. 
	To emphasize the group's important values.



	E. 
	To help individuals avoid embarrassing situations.


Norms are enforced to emphasize the group, team, or organization's central values, such as Nordstrom's great customer service.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	118.
	When members of a group are friendly and tight-knit but unable to disagree enough to properly appraise alternatives, they are said to be experiencing 
 

	A. 
	paradigm paralysis.



	B. 
	groupthink.



	C. 
	social loafing.



	D. 
	the dialectic method.



	E. 
	devil's advocacy.


Groupthink is a cohesive group's blind unwillingness to consider alternatives. In this phenomenon, group or team members are friendly and tight-knit, but they are unable to think "outside the box."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	119.
	Dave sat through the meeting feeling convinced his team was misinterpreting recent marketing research, but he didn't say anything. The team leader was a close friend. Plus, he didn't want to disrupt the team since he perceived himself to be the only one with reservations. Dave's team appears to be experiencing 
 

	A. 
	groupthink.



	B. 
	storming.



	C. 
	social loafing.



	D. 
	norming.



	E. 
	devil's advocacy.


Groupthink is a cohesive group's blind unwillingness to consider alternatives. Here, team members are friendly and tight-knit, but they are unable to think "outside the box."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 3 Hard
Topic: Building Effective Teams
 



	120.
	Peer pressure, which leads group members to question the loyalty of other members who express dissent, is a symptom of 
 

	A. 
	social loafing.



	B. 
	norming.



	C. 
	devil's advocacy.



	D. 
	groupthink.



	E. 
	storming.


Among the symptoms of groupthink are the illusion of unanimity and peer pressure. The illusion of unanimity is another way of saying that silence by a member is interpreted as consent. But if people do disagree, peer pressure leads other members to question the loyalty of the dissenters.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	121.
	To prevent groupthink, a manager should 
 

	A. 
	reinforce how capable the group is.



	B. 
	never admit errors to outsiders.



	C. 
	bring in outside experts for fresh perspectives.



	D. 
	encourage everyone to "get with the team."



	E. 
	express high confidence in the group's previous decisions.


Preventive measures for groupthink include allowing other perspectives. Outside experts should be used to introduce fresh perspectives.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	122.
	Dysfunction conflict is sometimes called ______ conflict. 
 

	A. 
	negative



	B. 
	irregular



	C. 
	destructive



	D. 
	aggressive



	E. 
	apathetic


From the standpoint of the organization, dysfunctional conflict is conflict that hinders the organization's performance or threatens its interests. As a manager, you need to do what you can to remove dysfunctional conflict, sometimes called negative conflict.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	123.
	Which of the following is characteristic of workgroups with too little conflict? 
 

	A. 
	Dissatisfaction



	B. 
	Indecision



	C. 
	Political infighting



	D. 
	Lack of teamwork



	E. 
	Turnover


Excessive conflict can erode organizational performance because of political infighting, dissatisfaction, lack of teamwork, and turnover. But work groups, departments, or organizations that experience too little conflict tend to be plagued by apathy, lack of creativity, indecision, and missed deadlines.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	124.
	Which of the following is a manifestation of excessive conflict in the workplace? 
 

	A. 
	Apathy



	B. 
	Lack of creativity



	C. 
	Missed deadlines



	D. 
	Violence



	E. 
	Indecision


Workplace aggression and violence are manifestations of excessive conflict.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	125.
	Workplace performance is maximized when 
 

	A. 
	conflict is absent.



	B. 
	conflict is at a very low level.



	C. 
	conflict is at a moderate level.



	D. 
	conflict is at a high level.



	E. 
	conflict occurs only at nonmanagerial levels.


A moderate level of conflict can induce creativity and initiative, thereby raising performance (see Figure 13.2). Too much or too little conflict has been shown to reduce performance.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	126.
	________ conflict is defined as interpersonal opposition based on personal dislike, disagreement, or differing styles. 
 

	A. 
	Personality



	B. 
	Competitive



	C. 
	Dysfunctional



	D. 
	Communication



	E. 
	Programmed


Personality conflict is defined as interpersonal opposition based on personal dislike, disagreement, or differing styles. Such conflicts often begin with instances of workplace incivility which, if not curtailed, can diminish job satisfaction and organizational loyalty.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	127.
	Hannah is on a team with Carson, and they are often in conflict. Hannah likes to begin her work with careful planning and she gets started immediately. Carson, on the other hand, likes trying out several ideas, and tends to be working frantically at the last minute. Their team conflict most likely stems from 
 

	A. 
	time pressure.



	B. 
	a personality clash.



	C. 
	communication failure.



	D. 
	ambiguous jurisdictions.



	E. 
	inconsistent goals.


Personality, values, attitudes, and experience can be so disparate that sometimes the only way to resolve individual differences like personality clashes is to separate two people. Hannah and Carson have two entirely different attitudes toward meeting deadlines.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 



	128.
	Which of the following is a source of conflict in the workplace? 
 

	A. 
	Excessive communication



	B. 
	Strict job boundaries



	C. 
	Too many resources



	D. 
	Lack of diversity



	E. 
	Inconsistent goals


A source of intergroup conflict is inconsistent goals or reward systems, when people pursue different objectives.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	129.
	Ken, whose primary job is supervising a small production group, is not getting cooperation from all members on the cross-functional team he leads. In particular, Bethany, a marketing manager, seems to resist his direction. The source of conflict in this cause may be 
 

	A. 
	time pressure.



	B. 
	a personality clash.



	C. 
	communication failure.



	D. 
	status differences.



	E. 
	ambiguous jurisdictions.


A source of intergroup conflict is status differences, when there are inconsistencies in power and influence. It can happen that people who are lower in status according to the organizational chart actually have disproportionate power over those theoretically above them, which can lead to conflicts.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 



	130.
	Toyota's automobile recall problems may have been rooted in the difference between Japanese and American attitudes about 
 

	A. 
	ambiguity.



	B. 
	conflict.



	C. 
	advocacy.



	D. 
	division of labor.



	E. 
	performance.


Toyota failed to recognize differences in the way that Japanese and Americans perceive recalls and safety. For the Japanese, conflicts are all about personal honor. "Japanese consumers are horrified by recalls," says one account, "while Japanese companies avoid them at all costs. For U.S. consumers, knowing that any flaw will trigger a recall gives them greater confidence in their cars." By delaying recall, Toyota made a "typically Japanese judgment" for an American market.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	131.
	The conflict-handling style in which a person allows the desires of another to prevail is known as 
 

	A. 
	forcing.



	B. 
	accommodating.



	C. 
	avoiding.



	D. 
	collaborating.



	E. 
	compromising.


Accommodating is allowing the desires of the other party to prevail. As one writer describes it, "An obliging [accommodating] person neglects his or her own concern to satisfy the concern of the other party."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	132.
	When issues causing conflict are trivial, or when emotions are high and cooling off would be helpful, which conflict-handling style is preferable? 
 

	A. 
	Collaborating



	B. 
	Forcing



	C. 
	Accommodating



	D. 
	Avoiding



	E. 
	Compromising


Avoiding involves ignoring or suppressing a conflict. Avoidance is appropriate for trivial issues, when emotions are high and a cooling-off period is needed, or when the cost of confrontation outweighs the benefits of resolving the conflict.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	133.
	Rachel missed another deadline and her boss Keri is very upset. She will have to explain to the client again why the project is behind. Keri thinks she may say something she'll regret if she talks to Rachel about this now, so she decides to wait awhile. Keri is using the ______ conflict-handling style. 
 

	A. 
	avoiding



	B. 
	collaborating



	C. 
	compromising



	D. 
	forcing



	E. 
	accommodating


Avoiding involves ignoring or suppressing a conflict. Avoidance is appropriate for trivial issues, when emotions are high and a cooling-off period is needed, or when the cost of confrontation outweighs the benefits of resolving the conflict.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 



	134.
	Travis proposed the purchase of a new Minolta copier to his boss. Amir said that he has always used and liked Xerox copiers, but when he thinks about it later he realizes he does not really feel strongly about it. Amir should adopt a(n) ______ conflict-handling style. 
 

	A. 
	avoiding



	B. 
	collaborating



	C. 
	compromising



	D. 
	forcing



	E. 
	accommodating


Accommodating is allowing the desires of the other party to prevail. It is appropriate to let the other party have her way when the issue is not important to you and it is not complex.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 



	135.
	Malia told her team that she is moving forward with a change to the bonus structure, despite vocal objections from several team members. Malia is using the ______ conflict-handling style. 
 

	A. 
	avoiding



	B. 
	collaborating



	C. 
	compromising



	D. 
	forcing



	E. 
	accommodating


Forcing or dominating is simply ordering an outcome, when a manager relies on his or her formal authority and power.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 



	136.
	______ is the conflict-handling style that strives to devise solutions that benefit both parties. 
 

	A. 
	Avoiding



	B. 
	Collaborating



	C. 
	Compromising



	D. 
	Forcing



	E. 
	Accommodating


Collaborating strives to devise solutions that benefit both parties.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	137.
	The disadvantage of the ______ conflict-handling style is that it is very time consuming. 
 

	A. 
	avoiding



	B. 
	collaborating



	C. 
	compromising



	D. 
	forcing



	E. 
	accommodating


The strength of collaborating is its longer-lasting impact because it deals with the underlying problem, not just its symptoms. Its weakness is that it's very time consuming.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	138.
	In which of the following conditions should constructive conflict be stimulated? 
 

	A. 
	The group seems to be apathetic.



	B. 
	Managers want to achieve work objectives.



	C. 
	The group is adapting to change.



	D. 
	Managers are in charge of self-managed teams.



	E. 
	There is a lot of internal competition.


Constructive conflict, if carefully monitored, can be very productive under a number of circumstances, including when your work group seems afflicted with inertia and apathy resulting in low performance, when there's a lack of new ideas and resistance to change, and when there seem to be a lot of groupthink in the work unit.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	139.
	______ is designed to elicit different opinions without inciting people's personal feelings. 
 

	A. 
	Groupthink



	B. 
	Programmed conflict



	C. 
	Social loafing



	D. 
	Storming



	E. 
	Dysfunctional conflict


Programmed conflict is designed to elicit different opinions without inciting people's personal feelings.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 



	140.
	Becca asked Kevin, one of her team members, to purposefully think of and voice criticisms as the group discussed a popular idea to open a branch office in another state. This is an example of the use of 
 

	A. 
	devil's advocacy.



	B. 
	groupthink.



	C. 
	the dialectic method.



	D. 
	storming.



	E. 
	dysfunctional conflict.


Devil's advocacy is the process of assigning someone to play the role of critic to voice possible objections to a proposal and thereby generate critical thinking and reality testing.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 



	141.
	______ is the process of having two people or groups play opposing roles in a debate in order to better understand a proposal. 
 

	A. 
	Storming



	B. 
	Positive conflict



	C. 
	Devil's advocacy



	D. 
	Groupthink



	E. 
	The dialectic method


The dialectic method is the process of having two people or groups play opposing roles in a debate in order to better understand a proposal.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 1 Easy
Topic: Managing Conflict
 


 

Essay Questions 
 
	142.
	Why does teamwork matter? What results can it achieve? 
 

Teamwork matters because it can support the organization's mission and strategy by enhancing performance in several ways:

Increased productivity
Increased speed
Decreased costs
Improved quality
Reduced destructive conflict and competition
Improved workplace cohesiveness


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	143.
	What are the four types of work teams? Describe what each does and provide an example of each. 
 

The types of work teams are: advice, production, project, and action.

Advice teams advise managers in decision making. Examples are committees, review panels, advisory councils, employee involvement groups, and quality circles.

Production teams perform day-to-day operations. Examples are mining teams, flight-attendant crews, maintenance crews, assembly teams, data processing groups, and manufacturing crews.

Project teams do creative problem solving. Examples are task forces, research groups, planning teams, architect teams, engineering teams, and development teams.

Action teams accomplish tasks that require people with specialized training and a high degree of coordination. Examples include hospital surgery teams, airline cockpit crews, mountain-climbing expeditions, police SWAT teams, and labor contract-negotiating teams.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 3 Hard
Topic: Groups Versus Teams
 



	144.
	Define a self-managed team and how its activities may differ from other teams. From what type of team did it evolve? 
 

Self-managed teams are defined as groups of workers who are given administrative oversight for their task domains. Administrative oversight involves delegated activities such as planning, scheduling, monitoring, and staffing.

In many places, such as the Texas Instruments electronics factory in Malaysia, the continuous improvement teams have evolved into a system made up almost entirely of self-managed teams, with routine activities formerly performed by supervisors now performed by team members.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-01 How is one collection of workers different from any other?
Level of Difficulty: 2 Medium
Topic: Groups Versus Teams
 



	145.
	Describe the stages of group development. For each, discuss what questions the individual asks at that stage, and what the leader should do to facilitate it. 
 

Forming: the process of getting oriented and acquainted. People ask, "Why are we here?" Leaders should help people get to know each other.
Storming: individual personalities and roles emerge, and conflict begins. People ask, "Why are we fighting over who does what and who's in charge?" Leaders should encourage people to speak out with ideas and disagreements and to work through their conflicts.
Norming: conflicts are resolved, close relationships develop, and unity and harmony emerge. People ask, "Can we agree on roles and work as a team?" Leaders should emphasize unity and help the team identify goals and values.
Performing: members solve problems and complete the task. People ask, "Can we do the job properly?" Leaders should empower members.
Adjourning: members prepare for disbandment. People ask, "Can we help members transition out?" Leaders can help ease the transition with rituals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-02 How does a group evolve into a team?
Level of Difficulty: 2 Medium
Topic: Stages of Group and Team Development
 



	146.
	Name at least four of the major considerations when building a group into an effective team. Briefly, describe what a manager should do in each area. 
 

The most essential considerations in building a group into an effective team are (1) cooperation, (2) trust, and (3) cohesiveness. These are followed by (4) performance goals and feedback, (5) motivation through mutual accountability, (6) size, (7) roles, (8) norms, and (9) awareness of groupthink.

Cooperation: Help employees to share knowledge and learn from one another.
Trust: Through enhancing your credibility by showing professionalism, technical ability, and good business sense, you can build trust in your team members.
Cohesiveness: Managers can stimulate cohesiveness by encouraging people to have face-to-face exchanges at work.
Performance goals and feedback: The manager should make sure that teams have and know their purpose, and it is expressed in measurable goals and feedback.
Motivation through mutual accountability: The manager encourages the team to accept responsibility through actions such as allowing the team to hire its own members.
Size: Managers understand the advantages and disadvantages of small and large teams, and try to build on strengths while alleviating weaknesses.
Roles: The manager should facilitate other team members in determining what their roles in the group will be.
Norms: Managers can stimulate cohesiveness by allowing people on work teams to pick their own teammates, allowing off-the-job social events, and urging team members to recognize and appreciate each other's contributions to the team goal. Cohesiveness is also achieved by keeping teams small, and making sure performance standards are clear and accepted.
Groupthink: The manager should allow and encourage criticism and bring other perspectives into the group.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 2 Medium
Topic: Building Effective Teams
 



	147.
	What is groupthink? Why does it occur? Describe a hypothetical situation in which it seems to be occurring. What should a manager do about it? 
 

Groupthink is a cohesive group's blind unwillingness to consider alternatives. It arises when cohesion in a group becomes too high, and it causes reduction in alternative ideas and limiting of information. Some symptoms include invulnerability, inherent morality, and stereotyping of opposition; rationalization and self-censorship; and illusion of unanimity, peer pressure, and mindguards. Managers should strive to decrease it by allowing criticism and encouraging other perspectives.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-03 How can I as a manager build an effective team?
Level of Difficulty: 3 Hard
Topic: Building Effective Teams
 



	148.
	Describe the relationship between the amount of conflict and performance. With what level of conflict is performance maximized? 
 

Work groups, departments, or organizations that experience too little conflict tend to be plagued by apathy, lack of creativity, indecision, and missed deadlines. The result is that organizational performance suffers.
Excessive conflict, on the other hand, can erode organizational performance because of political infighting, dissatisfaction, lack of teamwork, and turnover. Workplace aggression and violence are manifestations of excessive conflict.
Thus, it seems that a moderate level of conflict can induce creativity and initiative, thereby raising performance, as shown in the diagram below (see Figure 13.2). As might be expected, however, the idea as to what constitutes "moderate" will vary among managers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 2 Medium
Topic: Managing Conflict
 



	149.
	Explain the conflict-handling styles a manager might adopt. Give an example of each. Under what circumstances is each style appropriate? 
 

The five styles are:

1. Avoiding—ignoring or suppressing a conflict; appropriate when a person needs to buy time in unfolding and ambiguous situations.
2. Accommodating—allowing the other person's desires to prevail; appropriate when the issue isn't important and is simple and not getting worse.
3. Forcing—ordering or otherwise using power to get people to do it your way; appropriate when quick results are essential.
4. Compromising—splitting the difference; appropriate when both sides have opposite goals and/or possess equal power.
5. Collaborating—devising solutions that benefit both parties; appropriate for complex issues plagued by misunderstanding.

The student should give an example of each style.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 13-04 Since conflict is a part of life; what should a manager know about it in order to deal successfully with it?
Level of Difficulty: 3 Hard
Topic: Managing Conflict
 










Chapter 14 Power, Influence, & Leadership: From Becoming a Manager to Becoming a Leader Answer Key


 

True / False Questions 
 
	1.
	A strategy for staying ahead in the workplace of tomorrow is to focus on developing very specialized skills. 
 
FALSE
"Being good at several things will be more advantageous in the long run than being excellent at one narrow specialty," says career coach Richard Knowdell. "A complex world will not only demand specialized knowledge but also general and flexible skills."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	2.
	Leadership is the ability to require employees to pursue organizational goals. 
 
FALSE
Leadership is the ability to influence employees to voluntarily pursue organizational goals.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 1 Easy
Topic: The Nature of Leadership: Wielding Influence
 



	3.
	According to Kotter, leadership is about coping with change. 
 
TRUE
John Kotter suggests that management is about coping with complexity, and leadership is about coping with change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	4.
	Without good management, complex organizations tend to become chaotic. 
 
TRUE
Management is necessary because complex organizations, especially the large ones that so much dominate the economic landscape, tend to become chaotic unless there is good management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	5.
	Leadership functions include planning, budgeting, organizing, and staffing. 
 
FALSE
According to Kotter, companies manage complexity in several ways, including determining what needs to be done (planning and budgeting) and creating arrangements of people to accomplish an agenda (organizing and staffing). These are managerial, not leadership, functions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	6.
	One of the ways companies manage complexity is by aligning people. 
 
FALSE
Instead of organizing and staffing (management functions), leaders are concerned with aligning people, Kotter says. That is, they communicate the new direction to people in the company who can understand the vision and build coalitions that will realize it.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	7.
	Leaders try to achieve their vision by motivating and inspiring others. 
 
TRUE
Instead of controlling and problem solving, leaders try to achieve their vision by motivating and inspiring. That is, they appeal to "basic but often untapped human needs, values, and emotions," says Kotter, to keep people moving in the right direction, despite obstacles to change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	8.
	Managers' legitimate power allows them to hire, fire, reward, and punish. 
 
TRUE
Managers have legitimate power that derives from the formal authority of the positions to which they have been appointed. This power allows managers to hire and fire, reward and punish.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	9.
	One's authority comes as part of one's job. 
 
TRUE
Authority is the right to perform or command; it comes with the job. In contrast, power is the extent to which a person is able to influence others so they respond to orders.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	10.
	Power that is directed at helping oneself is called self-serving power. 
 
FALSE
People who pursue personalized power, which is power directed at helping oneself, as a way of enhancing their own selfish ends may give the word power a bad name.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 1 Easy
Topic: The Nature of Leadership: Wielding Influence
 



	11.
	Manager's authority to punish their subordinates results in coercive power. 
 
TRUE
Coercive power, which all managers have, results from managers' authority to punish their subordinates.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 1 Easy
Topic: The Nature of Leadership: Wielding Influence
 



	12.
	Employees who are having computer problems at Barbour Oil and Gas go to Colin rather than the IT department; he is just so efficient and friendly about helping out and is extremely knowledgeable. Here, Colin has referent power. 
 
FALSE
Colin has expert power that results from his specialized information or expertise. Expertise, or special knowledge, can be mundane, such as knowing work schedules and assignments of others. Or it can be sophisticated, such as having computer or medical knowledge.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 3 Hard
Topic: The Nature of Leadership: Wielding Influence
 



	13.
	Referent power is more likely to be associated with leaders than with managers. 
 
TRUE
Referent power is power deriving from one's personal attraction. Referent power may be associated with managers, but it is more likely to be characteristic of leaders.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	14.
	Emily has a charismatic personality, which gives her personalized power. 
 
FALSE
A charismatic personality is likely to yield referent power, which is power deriving from one's personal attraction.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 3 Hard
Topic: The Nature of Leadership: Wielding Influence
 



	15.
	Studies among employees reveal that pressure tactics are the most commonly used to influence others in the workplace. 
 
FALSE
On a pair of studies, employees were asked how they got someone at work to do what they wanted. The two most used tactics were rational persuasion and inspirational appeals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	16.
	Reminding someone of past favors or offering to trade favors as a method to influence him is known as using coalition tactics. 
 
FALSE
The generic influence tactic called exchange tactics is reminding someone of past favors or offering to trade favors. Example: "Since I backed you at last month's meeting, maybe you could help me this time around."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 1 Easy
Topic: The Nature of Leadership: Wielding Influence
 



	17.
	Inspirational appeals are considered a soft tactic among generic influence tactics. 
 
TRUE
Inspirational appeals, which consist of trying to build enthusiasm or confidence by appealing to others' emotions, ideals, or values, are one of the "soft" tactics that are considered friendlier.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	18.
	Gaining commitment as a response to an influence tactic is most likely to occur when pressure tactics are used. 
 
FALSE
Research shows that of the three possible responses to an influence tactic, which are enthusiastic commitment, grudging compliance, and outright resistance, commitment is most apt to result when the tactics used are consultation, strong rational persuasion, and inspirational appeals, which are all soft tactics.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	19.
	Physical fitness, one of the biophysical traits, is considered to be a key leadership trait. 
 
TRUE
Physical fitness is a specific characteristic of the general biophysical trait that is a key positive leadership trait according to Table 14.3.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	20.
	Kouzes and Posner's study found that honesty was a particularly important trait in order for a leader to be credible. 
 
TRUE
During the 1980s, James Kouzes and Barry Posner researched what personal traits people looked for and admired in their superiors. The respondents suggested that a credible leader should have four traits. He or she should be (1) honest, (2) forward looking, (3) inspiring, and (4) competent. These four traits, researchers concluded, constitute a leader's credibility, and the research suggests people want their leaders to be credible and to have a sense of direction.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	21.
	According to a study, nearly twice as many men as women aspire to be CEO. 
 
FALSE
A study by a New York research firm found that 55% of women and 57% of men aspire to be CEO, challenging the notion that more women aren't at the top because they don't want to be there.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	22.
	Studies show that women in the workplace are better than men at teamwork and partnering. 
 
TRUE
Women have been found to be better at teamwork and partnering, being more collaborative, seeking less personal glory, being motivated less by self-interest than in what they can do for the company, being more stable, and being less turf conscious.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	23.
	A recent study shows that male executives are better than female executives at producing high-quality work. 
 
FALSE
According to studies, women were found to be better at producing quality work, recognizing trends, and generating new ideas and acting on them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	24.
	Modesty could be a reason that fewer women than men are in top leadership positions. 
 
TRUE
Women have a tendency to be overly modest and to give credit to others rather than taking it for themselves, which can undermine opportunities for promotions and raises. It is one possible explanation for a lack of women in top leadership positions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	25.
	According to GLOBE research, a perfectionist leader is the most universally disliked across countries. 
 
FALSE
According to the GLOBE Project, self-centered leaders seen as loners or face-savers generally receive a poor reception worldwide.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 2 Medium
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	26.
	The University of Michigan Leadership Model identified two leadership styles: job-centered and employee-centered. 
 
TRUE
The University of Michigan Leadership Model studied the effects of leader behavior on job performance, interviewing numerous managers and subordinates. The investigators identified two forms of leadership styles: job-centered and employee-centered.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-03 Do effective leaders behave in similar ways?
Level of Difficulty: 1 Easy
Topic: Behavioral Approaches: Do Leaders Show Distinctive Patterns of Behavior?
 



	27.
	According to the University of Michigan Leadership Model, a manager who pays more attention to making work groups cohesive than productivity numbers would be described as socially centered. 
 
FALSE
According to the University of Michigan Leadership Model, in employee-centered behavior managers paid more attention to employee satisfaction and making work groups cohesive. By concentrating on subordinates' needs they hoped to build effective work groups with high-performance goals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-03 Do effective leaders behave in similar ways?
Level of Difficulty: 2 Medium
Topic: Behavioral Approaches: Do Leaders Show Distinctive Patterns of Behavior?
 



	28.
	In the Ohio State Leadership Model, consideration is leadership behavior that expresses concern for employees by establishing a warm, friendly, supportive climate. 
 
TRUE
According to the Ohio State leadership model, consideration is leadership behavior that expresses concern for employees by establishing a warm, friendly, supportive climate. This behavior, which resembles Likert's "employee-centered behavior," is sensitive to subordinates' ideas and feelings and establishes mutual trust.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-03 Do effective leaders behave in similar ways?
Level of Difficulty: 1 Easy
Topic: Behavioral Approaches: Do Leaders Show Distinctive Patterns of Behavior?
 



	29.
	Peter Drucker recommends using bold "I" language rather than "we" in the workplace to improve leadership effectiveness. 
 
FALSE
Peter Drucker recommends that you think and say "we" rather than "I" and consider the needs and opportunities of the organization before thinking of your own opportunities and needs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-03 Do effective leaders behave in similar ways?
Level of Difficulty: 2 Medium
Topic: Behavioral Approaches: Do Leaders Show Distinctive Patterns of Behavior?
 



	30.
	The path-goal leadership model is a contingency approach to leadership. 
 
TRUE
Two contingency approaches are: (1) the contingency leadership model by Fiedler, and (2) the path-goal leadership model by House.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 1 Easy
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	31.
	In the contingency leadership model, filling out the least preferred coworker (LPC) questionnaire helps you to assess situational control. 
 
FALSE
To find out if you are task-oriented or relationship-oriented, you fill out a questionnaire (known as the least preferred coworker [LPC] scale). The three dimensions of situational control are leader-member relations, task structure, and position power.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	32.
	In the contingency leadership model, a person's leadership orientation is measured on a questionnaire called the most preferred leader scale. 
 
FALSE
To determine a person's leadership orientation, the contingency model has a questionnaire known as the least preferred coworker (LPC) scale.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	33.
	In the contingency leadership model, the most important component of situational control is leader-member relations. 
 
TRUE
Leader-member relations, the most important component of situational control, reflects the extent to which a leader has or doesn't have the support, loyalty, and trust of the work group.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	34.
	According to Fiedler's model, a task orientation will be more effective than a relationship one in a high- or low-control situation, but the relationship orientation is best in a moderate-control situation. 
 
TRUE
Neither leadership style is effective all the time, Fiedler's research concludes, although each is right in certain situations. The task-oriented style works best in either high-control or low-control situations. The relationship-oriented style works best in situations of moderate control (see Figure 14.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	35.
	In the path-goal leadership model, the successful leader helps followers by tying meaningful rewards to goal accomplishment. 
 
TRUE
The path-goal leadership model holds that the effective leader makes available to followers desirable rewards in the workplace and increases their motivation by clarifying the paths, or behavior, that will help them achieve the goals and providing them with support. A successful leader thus helps followers by tying meaningful rewards to goal accomplishment, reducing barriers, and providing support.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	36.
	Leader behaviors are one of the contingency factors in the path-goal leadership model. 
 
FALSE
As Figure 14.2 indicates, two contingency factors, which are employee characteristics and environmental factors, cause some leadership behaviors to be more effective than others according to path-goal theory.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	37.
	Shared leadership is the idea that all employees in an organization can engage in leader behavior. 
 
TRUE
Shared leadership is the idea that employees do not have to be supervisors or managers to engage in leader behavior but rather may share leadership among all employees of the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 1 Easy
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	38.
	According to path-goal theory, effective leaders possess and use more than one style of leadership. 
 
TRUE
Effective leaders possess and use more than one style of leadership. Thus, you are encouraged to study the eight styles offered in path-goal theory so that you can try new leader behaviors when a situation calls for them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	39.
	One weakness of the path-goal leadership model is that it ignores important employee characteristics like task ability and experience. 
 
FALSE
As Figure 14.2 indicates, two contingency factors, which are employee characteristics and environmental factors, cause some leadership behaviors to be more effective than others according to path-goal theory. Task ability and experience are some of the employee characteristics used in this model.
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	40.
	The first two steps in applying a situational theory should be to identify leadership behaviors and to identify situational conditions. 
 
FALSE
A general strategy that managers can use to apply situational theories across many situations contains five steps, the first of which is to identify important outcomes. The manager must determine the goals he or she is trying to achieve for a specific point in time. This is followed by identification of both leadership behaviors and situational conditions.
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	41.
	A leader who focuses on clarifying employees' roles and task requirements and providing rewards and punishments contingent on performance is called a transformational leader. 
 
FALSE
Transactional leadership is focusing on clarifying employees' roles and task requirements and providing rewards and punishments contingent on performance.
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	42.
	Apple's new CEO, Tim Cook, has been described as a "logistics whiz" and an "operations genius," which is evidence that he is a transformational leader. 
 
FALSE
Transactional leadership encompasses the fundamental managerial activities of setting goals and monitoring progress toward their achievement. It remains to be seen if Cook can be transformational, but the characteristics above are more typical of a transactional leader.
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	43.
	The best type of leader for a rapidly changing situation is a transactional one. 
 
FALSE
Transactional leaders are best in stable situations. What's needed in rapidly changing situations, as is often the case in many organizations today, is a transformational leader.
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	44.
	Adaptive, flexible organizational cultures are more likely to foster transformational leadership than bureaucratic ones. 
 
TRUE
Adaptive, flexible organizational cultures are more likely than are rigid, bureaucratic cultures to foster transformational leadership.
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	45.
	Charisma is a form of interpersonal attraction that inspires acceptance and support. 
 
TRUE
Transformational leaders have charisma, a form of interpersonal attraction that inspires acceptance and support.
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	46.
	Candy Lightner, founder of Mothers Against Drunk Driving, had a vision of getting rid of alcohol-related car crashes. She would best be described as a transformational leader. 
 
TRUE
A transformational leader inspires motivation by offering an agenda, a grand design, an ultimate goal, or in short, a vision, "a realistic, credible, attractive future" for the organization, as leadership expert Burt Nanus calls it. Lightner is an example.
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	47.
	Providing individualized consideration to subordinates is one of the key kinds of behaviors exhibited by transformational leaders. 
 
TRUE
Transformational leaders have four key kinds of behavior that affect followers, one of which is individualized consideration. Transformational leaders don't just express concern for subordinates' well-being. They actively encourage them to grow and to excel by giving them challenging work, more responsibility, empowerment, and one-on-one mentoring.
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	48.
	Employees at any level can be trained to be more transactional, but transformational leadership is possible only among top managers. 
 
FALSE
Not just top managers but employees at any level can be trained to be more transactional and transformational.
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	49.
	Lack of honesty and trust can hurt transformational leaders because they lose credibility. 
 
TRUE
Without honesty and trust, even transformational leaders lose credibility, not only with employees but also with investors, customers, and the public.
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	50.
	The leader-member exchange (LMX) model presupposes stable and uniform relationships between leaders and followers. 
 
FALSE
Unlike other models, which presuppose stable relationships between leaders and followers, the LMX model assumes each manager-subordinate relationship is unique (what behavioral scientists call a "vertical dyad").
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	51.
	In leader-member exchange, an out-group exchange is characterized by mutual trust, respect, and a sense of common fates. 
 
FALSE
In the in-group exchange, the relationship between leader and follower becomes a partnership characterized by mutual trust, respect and liking, and a sense of common fates.
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	52.
	LMX leadership focuses on providing increased service to others rather than to oneself. 
 
FALSE
Servant leadership focuses on providing increased service to others, meeting the goals of both followers and the organization, rather than to oneself.
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	53.
	Use of positional authority to influence others is a key characteristic of a servant leader. 
 
FALSE
The use of persuasion rather than positional authority to influence others is 1 of 10 characteristics of a servant leader (see Table 14.8).
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	54.
	A commitment to the growth of people is a noted characteristic of a servant leader. 
 
TRUE
The commitment to the growth of people is 1 of 10 characteristics of a servant leader (see Table 14.8).
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	55.
	Leadership that occurs through the use of information technology is known as e-leadership. 
 
TRUE
E-leadership can involve one-to-one, one-to-many, within-group, and between-group and collective interactions via information technology.
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	56.
	Harvard professor D. Quinn Mills predicts that management will move away from an emphasis on competition to a strategy based on knowledge sharing. 
 
TRUE
Harvard Business School professor D. Quinn Mills, author of E-Leadership, suggests that individual companies will be replaced by much broader global networks that a single CEO will not be able to manage. Thus, while 20th-century management emphasized competition, he says, future organizations will run on knowledge sharing and open exchange.
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	57.
	Leaders benefit most from a relatively low degree of compliance among their followers. 
 
FALSE
Followers vary in their level of compliance with a leader, with helpers (most compliant), showing deference to their leaders, independents (less compliant) distancing themselves, and rebels (least compliant) showing divergence. Leaders clearly benefit from having helpers (and, to some extent, independents).
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Multiple Choice Questions 
 
	58.
	Which of the following is not advice from career coach Richard Knowdell for staying ahead in the workplace of tomorrow? 
 

	A. 
	Develop new and diverse capacities.



	B. 
	Anticipate, adapt to, and embrace change.



	C. 
	Focus on workplace learning rather than the classroom.



	D. 
	When considering a job or industry, don't rely on reputation.



	E. 
	Develop your communication skills.


One tip is to keep learning. "You can take a one- or two-day course in a new subject," says Knowdell, "just to get an idea of whether you want to use those specific skills and to see if you would be good at it. Then, if there is a match, you could seek out an extended course."
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	59.
	Leadership is the ability to ______ employees to pursue organizational goals. 
 

	A. 
	force



	B. 
	reward



	C. 
	request



	D. 
	influence



	E. 
	compensate


Leadership is the ability to influence employees to voluntarily pursue organizational goals.
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	60.
	Managerial leadership is defined as the process of influencing others to understand and agree about what needs to be done and the process of 
 

	A. 
	minimizing the impacts of environmental change on the organization.



	B. 
	facilitating individual and collective efforts to accomplish shared objectives.



	C. 
	motivating others to achieve extraordinary levels of performance.



	D. 
	creating a vision and a strategic plan for an organization.



	E. 
	striving for constructive change by setting a direction for the future.


Managerial leadership is "the process of influencing others to understand and agree about what needs to be done and the process of facilitating individual and collective efforts to accomplish shared objectives." Influencing is leadership; the "facilitating" part is management.
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	61.
	According to Kotter, management and leadership are considered to be 
 

	A. 
	opposing forces.



	B. 
	causal; here, management causes leadership.



	C. 
	equivalent to one another.



	D. 
	almost entirely unrelated.



	E. 
	complementary to each other.


Kotter suggests that one is not better than the other, that in fact they are complementary systems of action.
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	62.
	_______ is about coping with complexity and ______ is about coping with change. 
 

	A. 
	Middle management; top management



	B. 
	Management; leadership



	C. 
	Attitude; perception



	D. 
	Leadership; management



	E. 
	Perception; attitude


John Kotter suggests that management is about coping with complexity and leadership is about coping with change.
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	63.
	According to Kotter, companies manage complexity in which of the following ways? 
 

	A. 
	Solving problems



	B. 
	Motivating people



	C. 
	Lobbying the government



	D. 
	Innovating new products



	E. 
	Setting a direction


According to Kotter, companies manage complexity by planning and budgeting, organizing and staffing, and controlling and problem solving.
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	64.
	Of the following, which is the best way for leaders to cope with change? 
 

	A. 
	Problem solving



	B. 
	Lobbying the government



	C. 
	Aligning people



	D. 
	Virtual planning



	E. 
	Watching current trends


Leadership copes with change in three ways: setting a direction, aligning people, and motivating and inspiring.
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	65.
	According to Frederick Smith, chair and CEO of FedEx, the primary task of leadership is to 
 

	A. 
	ensure progressive control and problem solving.



	B. 
	align resources within the organization.



	C. 
	inspire trust among all levels of employees.



	D. 
	communicate the vision and values of an organization.



	E. 
	oversee the success of an organization.


"The primary task of leadership is to communicate the vision and the values of an organization," says Frederick Smith, chair and CEO of FedEx.
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	66.
	The power that managers have resulting from their formal positions within organizations is called ______ power. 
 

	A. 
	referent



	B. 
	legitimate



	C. 
	reward



	D. 
	coercive



	E. 
	expert


Legitimate power, which all managers have, is power that results from managers' formal positions within the organization.
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	67.
	Jennifer congratulated her staff when the team received an industry award for their project, and also sent a companywide e-mail announcing it. Here, Jennifer is using her ______ power. 
 

	A. 
	personalized



	B. 
	referent



	C. 
	coercive



	D. 
	expert



	E. 
	reward


Reward power, which all managers have, is power that results from managers' authority to reward their subordinates. Rewards can range from praise to pay raises, from recognition to promotions.
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	68.
	Karl was put on probation for a string of customer complaints about his service and professionalism. His supervisor was using ______ power. 
 

	A. 
	coercive



	B. 
	personalized



	C. 
	referent



	D. 
	reward



	E. 
	expert


Coercive power, which all managers have, results from managers' authority to punish their subordinates. Punishment can range from verbal or written reprimands to demotions to terminations.
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	69.
	______ power results from one's specialized knowledge. 
 

	A. 
	Legitimate



	B. 
	Referent



	C. 
	Expert



	D. 
	Reward



	E. 
	Coercive


Expert power is power resulting from one's specialized information or expertise.
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	70.
	Power deriving from one's personal attraction is called ______ power. 
 

	A. 
	legitimate



	B. 
	referent



	C. 
	reward



	D. 
	coercive



	E. 
	personalized


Referent power is power deriving from one's personal attraction. This kind of power characterizes strong, visionary leaders who are able to persuade their followers by dint of their personality, attitudes, or background.
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	71.
	Tracy is outgoing, warm, and truly inspirational when she talks about where she wants to lead her division. Her employees seem eager to do anything she asks. Because of her personality and not her position, Tracy has ______ power. 
 

	A. 
	legitimate



	B. 
	referent



	C. 
	reward



	D. 
	coercive



	E. 
	expert


Referent power is power deriving from one's personal attraction. This kind of power characterizes strong, visionary leaders who are able to persuade their followers by dint of their personality, attitudes, or background.
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	72.
	In recent studies, the generic influence tactic that employees cite as most used in the workplace is 
 

	A. 
	legitimating.



	B. 
	ingratiation.



	C. 
	coalition.



	D. 
	rational persuasion.



	E. 
	pressure.


There are nine tactics for trying to influence others. The most used is rational persuasion, which is trying to convince someone by using reason, logic, or facts.
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	73.
	The three least used influence tactics, according to a recent survey of employees, are 
 

	A. 
	legitimating, coalition tactics, and pressure tactics.



	B. 
	inspirational appeals, rational persuasion, and consultation.



	C. 
	rational persuasion, pressure tactics, and exchange.



	D. 
	rational persuasion, coalition tactics, and upward appeals.



	E. 
	inspirational appeals, coalition tactics, and pressure tactics.


There are nine tactics for trying to influence others, the least used of which are legitimating, pressure tactics, and coalition tactics.
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	74.
	Acting humble or friendly or making someone feel good or important before making a request are influence tactics known as 
 

	A. 
	coalition tactics.



	B. 
	inspirational appeals.



	C. 
	consultation.



	D. 
	ingratiating tactics.



	E. 
	personal appeals.


Ingratiating tactics include acting humble or friendly or making someone feel good or feel important before making a request.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 1 Easy
Topic: The Nature of Leadership: Wielding Influence
 



	75.
	Jesse brought his proposal to Erica even before the meeting saying, "I'm sure you have some ideas on this and we could try to get them incorporated upfront." Jesse is using which influence tactic? 
 

	A. 
	Legitimating tactics



	B. 
	Inspirational appeals



	C. 
	Ingratiating tactics



	D. 
	Personal appeals



	E. 
	Consultation


Consultation means trying to get others to participate in a decision or change. Example: "I wonder if I could get your thoughts about this matter."
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	76.
	Using threats or intimidation to persuade someone is which influence tactic? 
 

	A. 
	Legitimating



	B. 
	Ingratiating



	C. 
	Pressure



	D. 
	Exchange



	E. 
	Personal appeals


Pressure tactics are the use of demands, threats, or intimidation to gain compliance. Example: "If this doesn't happen, you'd better think about cleaning out your desk."
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	77.
	When Nielle saw Laura in the stockroom stuffing her purse with expensive printer cartridges, Laura was quick to say, "We've been friends since first grade, so I'm sure you won't say anything about this." This is an example of using a(n) 
 

	A. 
	personal appeal.



	B. 
	legitimating tactic.



	C. 
	pressure tactic.



	D. 
	coalition tactic.



	E. 
	exchange tactic.


Personal appeals occur when one refers to friendship and loyalty when making a request. Example: "We've known each other a long time, and I'm sure I can count on you."
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	78.
	The influence tactic most likely to result in the enthusiastic commitment of employees is 
 

	A. 
	legitimating tactics.



	B. 
	consultation.



	C. 
	ingratiating tactics.



	D. 
	coalition tactics.



	E. 
	personal appeals.


Research shows that of the three possible responses to an influence tactic, which are enthusiastic commitment, grudging compliance, and outright resistance, commitment is most apt to result when the tactics used are consultation, strong rational persuasion, and inspirational appeals.
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	79.
	The ______ approach to leadership attempts to identify distinctive characteristics that account for the effectiveness of leaders. 
 

	A. 
	attribute



	B. 
	trait



	C. 
	behavior



	D. 
	quality



	E. 
	contingency


Trait approaches to leadership attempt to identify distinctive characteristics that account for the effectiveness of leaders.
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	80.
	Organizations may apply trait theory by 
 

	A. 
	considering the relationships among employees.



	B. 
	using personality assessments.



	C. 
	hiring only from top-ranked business schools.



	D. 
	doing a job audit.



	E. 
	empowering the HR department.


Organizations may apply trait theory by using personality and trait assessments, and by using management development programs.
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	81.
	Which of the following is one of the traits of a credible leader identified by Kouzes and Posner? 
 

	A. 
	Competent



	B. 
	Relationship-oriented



	C. 
	Competitive



	D. 
	Extroverted



	E. 
	Driven


During the 1980s, James Kouzes and Barry Posner surveyed more than 20,000 people around the world as to what personal traits they looked for and admired in their superiors. The respondents suggested that a credible leader should have four traits. He or she should be (1) honest, (2) forward looking, (3) inspiring, and (4) competent.
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	82.
	According to a BusinessWeek summary of management studies, which of the following is characteristic of men in the workplace, compared with women? 
 

	A. 
	Being more collaborative.



	B. 
	Producing higher quality work.



	C. 
	Using a more autocratic style.



	D. 
	Generating more new ideas.



	E. 
	Being more effective.


Women were found to be better at teamwork and partnering, being more collaborative, seeking less personal glory, being motivated less by self-interest, being more stable, and less turf conscious. Women were also found to be better at producing quality work, recognizing trends, and generating new ideas and acting on them. Women used a more democratic or participative style than men, who were apt to use a more autocratic and directive style than women.
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	83.
	______ studies reveal that visionary and inspirational charismatic leaders who are good team builders generally are most desirable worldwide. 
 

	A. 
	Servant leader



	B. 
	E-leadership



	C. 
	Contingency model



	D. 
	Project GLOBE



	E. 
	Full-range approach


Project GLOBE (Global Leadership and Organizational Behavior Effectiveness), surveyed 17,000 middle managers working for 951 organizations across 62 countries, and the researchers determined that certain attributes of leadership were universally liked or disliked. Visionary and inspirational charismatic leaders who are good team builders generally do the best.
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	84.
	The ______ leadership approaches attempt to determine the distinctive styles used by effective leaders. 
 

	A. 
	behavioral



	B. 
	servant



	C. 
	shared



	D. 
	trait



	E. 
	contingency


Behavioral leadership approaches attempt to determine the distinctive styles used by effective leaders. Leadership styles are the combination of traits, skills, and behaviors that leaders use when interacting with others.
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	85.
	Which of the following is a behavioral leadership approach? 
 

	A. 
	Servant leadership model



	B. 
	University of Michigan leadership model



	C. 
	Path-goal leadership model



	D. 
	Transformational leadership



	E. 
	Leader-member exchange model


What all models of leadership behavior have in common is the consideration of task orientation versus people orientation. Two classic studies came out of the universities of Michigan and Ohio State.
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	86.
	In the University of Michigan studies, leadership style is identified as 
 

	A. 
	job centered or employee centered.



	B. 
	transactional or transformational.



	C. 
	initiating structure or consideration.



	D. 
	task oriented or relationship oriented.



	E. 
	telling, selling, participating, or delegating.


Researchers at the University of Michigan identified two forms of leadership styles: job centered and employee centered.
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	87.
	Peizhi manages his employees through a careful monitoring of their production, comparing what they do to predicted schedules and desired budgets. Peizhi can best be described as a(n) ______ leader. 
 

	A. 
	production-oriented



	B. 
	charismatic



	C. 
	job-centered



	D. 
	transformational



	E. 
	employee-centered


In job-centered behavior, managers pay more attention to the job and work procedures. Their principal concerns are with achieving production efficiency, keeping costs down, and meeting schedules.
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	The model that identifies leadership behavior as either "initiating structure" or "consideration" is the ______ model. 
 

	A. 
	leader-member exchange



	B. 
	path-goal leadership



	C. 
	University of Michigan leadership



	D. 
	University of Ohio leadership



	E. 
	situational leadership


From surveys of leadership behavior for the Ohio State Leadership Model, two major dimensions of leader behavior were identified: initiating structure and consideration.
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	Lotina apologized to a subordinate for an e-mail that upset him. She said she had chosen an unfortunate way of stating her idea, and that she'd be happy to discuss it further. Lotina is 
 

	A. 
	using a personal appeal.



	B. 
	initiating structure.



	C. 
	practicing shared leadership.



	D. 
	exercising personalized power.



	E. 
	expressing consideration behavior.


Consideration is leadership behavior that expresses concern for employees by establishing a warm, friendly, supportive climate. This behavior, resembling Likert's "employee-centered behavior," is sensitive to subordinates' ideas and feelings and establishes mutual trust.
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	90.
	All of the following are tips from Peter Drucker for improving leadership except which? 
 

	A. 
	Change leadership styles according to the situation.



	B. 
	Develop action plans that specify desired results.



	C. 
	Listen first, speak last.



	D. 
	Take responsibility for decisions.



	E. 
	Focus on opportunities rather than problems.


Drucker provided nine tips for improving leadership effectiveness, but not to change styles according to the situation, which is more characteristic of contingency models (see Table 14.5).
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	The approach to leadership that suggests that effective leadership behavior depends on the situation at hand is the ______ approach. 
 

	A. 
	trait



	B. 
	transformational



	C. 
	circumstantial



	D. 
	behavioral



	E. 
	contingency


Proponents of the contingency approach to leadership believe that effective leadership behavior depends on the situation at hand.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 1 Easy
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	92.
	Which of the following is a contingency approach to leadership? 
 

	A. 
	Michigan model



	B. 
	Path-goal leadership model



	C. 
	Servant leadership model



	D. 
	Ohio State model



	E. 
	Leader-member exchange model


Two contingency approaches to leadership are: (1) the contingency leadership model by Fiedler, and (2) the path-goal leadership model by House.
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	93.
	Fiedler's contingency leadership model determines if a leader's style is 
 

	A. 
	transactional or transformational.



	B. 
	directive, supportive, participative, or achievement oriented.



	C. 
	task oriented or relationship oriented.



	D. 
	telling, selling, participating, or delegating.



	E. 
	charismatic or noncharismatic.


The contingency leadership model determines if a leader's style is (1) task oriented or (2) relationship oriented and if that style is effective for the situation at hand.
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	The model that requires a manager to assess her own style and her situational control is 
 

	A. 
	Fiedler's contingency model.



	B. 
	shared leadership model.



	C. 
	the LMX model of leadership.



	D. 
	House's path-goal theory.



	E. 
	charismatic leadership theory.


The contingency leadership model determines if a leader's style is (1) task-oriented or (2) relationship-oriented and if that style is effective for the situation at hand.
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	The questionnaire used in Fiedler's model to determine leadership orientation is called the 
 

	A. 
	Myers-Briggs type inventory.



	B. 
	least preferred coworker scale.



	C. 
	tolerance of ambiguity questionnaire.



	D. 
	Type A behavior scale.



	E. 
	path-goal survey.


To find out if you are task oriented or relationship oriented, you or your employees would fill out a questionnaire (known as the least preferred coworker [LPC] scale), in which you think of the coworker you least enjoyed working with and rate him or her according to an eight-point scale.
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	In Fiedler's contingency leadership model, the amount of influence a leader has in his or her immediate work environment is called his or her 
 

	A. 
	coercive power.



	B. 
	leadership style.



	C. 
	readiness.



	D. 
	situational control.



	E. 
	task structure.


Situational control is how much control and influence a leader has in the immediate work environment.
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	Craig's peers were surprised when he received a promotion and suddenly became their supervisor. They thought he was rather unreliable and weren't sure he was up to the task. According to the contingency model, Craig has 
 

	A. 
	poor leader-member relations.



	B. 
	weak position power.



	C. 
	poor worker facilitation.



	D. 
	low task structure.



	E. 
	unsuccessful leadership adaptation.


The leader-member relations dimension of the contingency model, the most important component of situational control, reflects the extent to which a leader has or doesn't have the support, loyalty, and trust of the work group.
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	98.
	One of three dimensions of situational control in the contingency leadership model, ______ is the extent to which tasks are routine, unambiguous, and easily understood. 
 

	A. 
	job mastery



	B. 
	task identity



	C. 
	position power



	D. 
	job design



	E. 
	task structure


Task structure is the dimension referring to the extent to which tasks are routine, unambiguous, and easily understood. The more structured the jobs, the more influence a leader has.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 1 Easy
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	99.
	Liz is trying to lead a cross-functional team, but she is having some issues. Most members were other department managers at her level, and they saw no reason to do what she told them to. Here, Liz has 
 

	A. 
	low tolerance for ambiguity.



	B. 
	high task structure.



	C. 
	weak referent power.



	D. 
	poor leader-member relations.



	E. 
	weak position power.


Position power is the dimension of the contingency model that refers to how much power a leader has to make work assignments and reward and punish. More power equals more control and influence.
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	100.
	According to the contingency model, a relationship-oriented leadership style works best in ______ situations. 
 

	A. 
	low control



	B. 
	high control



	C. 
	moderate control



	D. 
	uncontrolled



	E. 
	both high and low control


In the contingency model, the relationship-oriented style works best in situations of moderate control (see Figure 14.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	101.
	DeAndre leads a task force developing specifications for a new customer database to be used by several departments. DeAndre is an IT supervisor, but most of the others are directors of other departments. At the first meeting, a few of them asked him questions he couldn't answer. According to the contingency model, DeAndre's situational control likely 
 

	A. 
	is low.



	B. 
	is moderate.



	C. 
	is high.



	D. 
	is extremely high.



	E. 
	cannot be determined from the information.


Leader-member relations are likely poor because he can't always answer questions. The task is relatively unstructured because it is new and complex. DeAndre has little position power. These lead to a low-control situation.
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	102.
	Savannah leads a task force charged with restructuring the order-processing system in the organization. The task force is composed of her peers over whom she has little control, and some of whom do not seem to respect her. According to the contingency model, Savannah should adopt a(n) ___________ leadership style. 
 

	A. 
	employee-centered



	B. 
	task-oriented



	C. 
	relationship-oriented



	D. 
	participatory



	E. 
	initiating structure


The situational control is very low, and Fiedler's model suggests a task-oriented style will be more effective.
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	In assessing how much situational control he has, a manager should consider which of the following? 
 

	A. 
	Amount of socialized power



	B. 
	Subordinate readiness



	C. 
	Level of transformation



	D. 
	Amount of task structure



	E. 
	Ability of staff


There are three dimensions of situational control: leader-member relations, task structure, and position power.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	104.
	Leticia supervises a group of customer service representatives. Leticia is respected and well liked by her staff, and she has worked hard to make sure all of them known how to do the job very well. She is responsible for all staffing and reward decisions in her department. In the contingency model, Leticia has 
 

	A. 
	low task structure.



	B. 
	high situational control.



	C. 
	low leader-member relations.



	D. 
	low position power.



	E. 
	high expert power.


Leticia's leader-member relations are high because she and her people get along well. The task structure is high because the job is routine and unambiguous. The position power is high because she holds a lot of legitimate power.
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	Marco supervises the pool of word processors serving the firm's lawyers. He gets along well with his people, and has created detailed procedures for all types of legal document they encounter. Marco hires and fires, and gives work assignments, performance appraisals, and promotions. According to the contingency model, the optimal leadership style is 
 

	A. 
	transformational.



	B. 
	team management.



	C. 
	task-oriented.



	D. 
	relationship-oriented.



	E. 
	consideration.


The situational control is high, which, according to Fiedler, suggests that a task-oriented style would be more effective.
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	According to Fiedler's contingency model, ______ situation control favors a leader who is ______ oriented. 
 

	A. 
	low; relationship



	B. 
	low; transformational



	C. 
	moderate; task



	D. 
	high; transformational



	E. 
	moderate; relationship


According to Fiedler's model, the relationship-oriented style works best in situations of moderate control.
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	107.
	In the contingency model, if your leadership orientation does not match the situation in your workplace, Fiedler recommends that you 
 

	A. 
	try to move to a more suitable situation.



	B. 
	alter your leadership style.



	C. 
	take management classes to improve your power.



	D. 
	get an assistant with the preferred orientation.



	E. 
	gradually change the makeup of your subordinates.


What do you do if your leadership orientation does not match the situation? Then, says Fiedler, it's better to try to move leaders into suitable situations rather than try to alter their personalities to fit the situations.
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	The model in which an effective leader makes desirable rewards available, clarifies how subordinates can achieve objectives, and provides them support in doing so is 
 

	A. 
	Greenleaf's servant leadership model.



	B. 
	the LMX model of leadership.



	C. 
	Leader-member exchange model.



	D. 
	Fiedler's contingency model.



	E. 
	House's path-goal model.


The path-goal leadership model holds that the effective leader makes available to followers desirable rewards in the workplace and increases their motivation by clarifying the paths, or behavior, that will help them achieve those goals and providing them with support.
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	109.
	According to House's revised path-goal theory, a leader's style should vary depending on which of the following? 
 

	A. 
	Positional power



	B. 
	Environmental factors



	C. 
	Situational control



	D. 
	Organizational readiness



	E. 
	Leader-member relations


According to House's revised path-goal theory, a leader's style should vary depending on employee characteristics and environmental factors (see Figure 14.2).
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	110.
	Which of the following is an employee characteristic of relevance in path-goal theory? 
 

	A. 
	Position power



	B. 
	Work satisfaction



	C. 
	Need for achievement



	D. 
	Task awareness



	E. 
	Extroversion


In path-goal theory there are five employee characteristics: locus of control, task ability, need for achievement, experience, and need for path-goal clarity (see Figure 14.2).
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	The leadership styles of ________ originally included supportive and achievement-oriented and two others, but was more recently revised to include a total of eight styles. 
 

	A. 
	Greenleaf's servant leadership model



	B. 
	the LMX model of leadership



	C. 
	leader-member exchange model



	D. 
	Fiedler's contingency model



	E. 
	House's path-goal model


Originally House proposed that there were four leader behaviors, or leadership styles, in his path-goal theory: directive, supportive, participative, and achievement-oriented. The revised theory expands the number of leader behaviors from four to eight (see Table 14.6)
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	Michael runs a research and development department. He gets a lot out of his employees by setting lofty goals and expressing his belief that each of them is capable of doing his or her part. He expects their best work. According to revised path-goal theory, Michael is using a(n) ______ leadership style. 
 

	A. 
	representation and networking



	B. 
	interaction facilitation



	C. 
	supportive



	D. 
	achievement-oriented



	E. 
	work facilitation


According to revised path-goal theory, those with an achievement-oriented leadership style set challenging goals, emphasize excellence, and demonstrate confidence in employee abilities.
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	Andrew supervises a customer service unit that receives stress-producing calls from unhappy customers, and turnover has been high lately. Andrew is understanding and patient with the staff, and tells them he knows what they're going through since it wasn't so long ago that he took those calls. According to revised path-goal theory, Andrew is using a(n) ______ leadership style. 
 

	A. 
	work facilitation



	B. 
	interaction facilitation



	C. 
	supportive



	D. 
	achievement-oriented



	E. 
	value-based


According to House's revised path-goal theory, those with a supportive leadership style treat others as equals, show concern for well-being and needs, and are friendly and approachable.
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	114.
	Faisal is something of a cheerleader around his team. He describes the great things he knows the group can accomplish, is quick to compliment the work of his staff, and is enthusiastic about their successes. According to revised path-goal theory, Faisal is using a(n) ______ leadership style. 
 

	A. 
	value-based



	B. 
	path-goal clarifying



	C. 
	interaction facilitation



	D. 
	achievement-oriented



	E. 
	relationship-oriented


According to House's revised path-goal theory, those with a value-based leadership style establish a vision, display passion for it, and support its accomplishment. They communicate high performance expectations and confidence in others' abilities to meet their goals. They give frequent positive feedback and demonstrate self-confidence. See Table 14.6.
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	House's revision of his theory puts more emphasis on the need for leaders to foster 
 

	A. 
	concrete rewards.



	B. 
	stress management techniques.



	C. 
	intrinsic motivation.



	D. 
	an external locus of control.



	E. 
	personal growth in management knowledge.


Besides expanding the number of leader behavior styles, House's revision of his theory also puts more emphasis on the need for leaders to foster intrinsic motivation through empowerment.
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	Within the five steps used to apply situational theories, in which two ways can you "make the match?" 
 

	A. 
	Hire new employees or retrain the current ones.



	B. 
	Apply relationship-oriented behaviors or task-oriented behaviors.



	C. 
	Stabilize the situation or stir it up.



	D. 
	Change the manager or change the manager's behavior.



	E. 
	Be a transactional leader or a transformational one.


Determining how to make the match is step 5 in the application of situational theories. Implementing the decisions reached in step 4, a manager can take either a contingency theory approach or a House path-goal theory approach. That is, the person in the leadership role can be changed or the manager can change his or her behavior.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 2 Medium
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	117.
	According to the concept of full-range leadership, leadership behaviors vary along a range from ______ leadership at one extreme to transformational leadership at the other. 
 

	A. 
	transactional



	B. 
	shared



	C. 
	laissez-faire



	D. 
	servant



	E. 
	charismatic


Full-range leadership suggests that leadership behavior varies along a full range of leadership styles, from take-no-responsibility (laissez-faire) "leadership" at one extreme, through transactional leadership, to transformational leadership at the other extreme.
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	A transactional leader is most similar in focus to a 
 

	A. 
	charismatic leader.



	B. 
	transformational leader.



	C. 
	servant leader.



	D. 
	situational leader.



	E. 
	manager.


Transactional leadership encompasses the fundamental managerial activities of setting goals and monitoring progress toward their achievement, and focuses on clarifying employees' roles and task requirements and providing rewards and punishments contingent on performance.
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	119.
	Which of the following is a characteristic of transformational leaders? 
 

	A. 
	They are better in stable situations.



	B. 
	They clarify employees' roles.



	C. 
	They set goals and monitor progress toward their achievement.



	D. 
	They encourage people to do exceptional things.



	E. 
	They provide rewards in exchange for subordinates doing the work.


Whereas transactional leaders try to get people to do ordinary things, transformational leaders encourage people to do exceptional things, with higher levels of intrinsic motivation, trust, commitment, and loyalty, that can produce significant organizational change and results.
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	Charismatic leadership is now considered part of ______ leadership. 
 

	A. 
	transactional



	B. 
	shared



	C. 
	laissez-faire



	D. 
	servant



	E. 
	transformational


Charismatic leadership, which was assumed to be an individual inspirational and motivational characteristic of particular leaders, much like other trait-theory characteristics, was viewed as a category of its own, but now it is considered part of transformational leadership.
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	Employees at Central Plains Bank were really impressed with Jeff, the new CEO. He was the first person who had fully developed a vision for the company about where it could go, and had energized everyone to try to get there. Jeff is a ______ leader. 
 

	A. 
	servant



	B. 
	transformational



	C. 
	transactional



	D. 
	shared



	E. 
	laissez-faire


A transformational leader inspires motivation by offering an agenda, a grand design, an ultimate goal, or in short, a vision.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-05 What does it take to truly inspire people to perform beyond their normal levels?
Level of Difficulty: 3 Hard
Topic: The Full-Range Model: Uses of Transactional and Transformational Leadership
 



	122.
	Which of the following is not positively associated with transformational leadership, according to research? 
 

	A. 
	Employee job satisfaction.



	B. 
	More employee identification with their immediate work groups.



	C. 
	Lower levels of internal competition.



	D. 
	Higher levels of group cohesion.



	E. 
	More work engagement.


The research shows that transformational leadership yields several positive results. For example, it is positively associated with (1) measures of organizational effectiveness; (2) measures of leadership effectiveness and employee job satisfaction; (3) more employee identification with their leaders and with their immediate workgroups; and (4) higher levels of intrinsic motivation, group cohesion, work engagement, and setting of goals consistent with those of the leader.
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	123.
	The ______ model of leadership emphasizes that leaders have different sorts of relationships with different subordinates. 
 

	A. 
	servant



	B. 
	contingency



	C. 
	Michigan



	D. 
	LMX



	E. 
	trait


The leader-member exchange (LMX) model of leadership emphasizes that leaders have different sorts of relationships with different subordinates.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-06 If there are many ways to be a leader; which one would describe me best?
Level of Difficulty: 1 Easy
Topic: Four Additional Perspectives
 



	124.
	In the leader-member exchange model, the relationship between leader and follower that is characterized by mutual trust, respect, and liking is known as a(n) ________ exchange. 
 

	A. 
	preferred coworker



	B. 
	servant



	C. 
	in-group



	D. 
	special



	E. 
	socialized


In the in-group exchange, the relationship between leader and follower becomes a partnership characterized by mutual trust, respect, and liking, and a sense of common fates.
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	A leader who focuses on providing increased service to others is called a 
 

	A. 
	charismatic leader.



	B. 
	transformational leader.



	C. 
	transactional leader.



	D. 
	servant leader.



	E. 
	situational leader.


Servant leaders focus on providing increased service to others, meeting the goals of both followers and the organization rather than to themselves.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 14-06 If there are many ways to be a leader; which one would describe me best?
Level of Difficulty: 1 Easy
Topic: Four Additional Perspectives
 



	126.
	Starbucks CEO Howard Schultz has made sure his employees have health insurance and work in a positive environment. He could best be described as which type of leader? 
 

	A. 
	Leader-member exchange



	B. 
	Situational



	C. 
	Servant



	D. 
	Shared



	E. 
	Transactional


Starbucks CEO Howard Schultz is cited as being one of the foremost practitioners of servant-style leadership. Schultz has made sure his employees have health insurance and work in a positive environment, and as a result Starbucks has a strong brand following.
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	Karen, the manager of a branch location of a large travel firm, treated company resources as if they were her own and her employees even better. She cared about the staff deeply and even organized international volunteering activities to promote their growth. Karen could best be described as which type of leader? 
 

	A. 
	Situational



	B. 
	Servant



	C. 
	Laissez-faire



	D. 
	Shared



	E. 
	Transactional


Servant leaders focus on providing increased service to others. Characteristics include belief they are stewards of their employees and resources and commitment to the growth of people (see Table 14.8).
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Level of Difficulty: 3 Hard
Topic: Four Additional Perspectives
 



	128.
	______ have a global mind-set that recognizes that the Internet is opening new markets and recharging existing ones. 
 

	A. 
	Situational leaders



	B. 
	E-leaders



	C. 
	Shared leaders



	D. 
	Transactional leaders



	E. 
	Web-based leaders


E-leaders, says one writer, "have a global mind-set that recognizes that the Internet is opening new markets and recharging existing ones. They don't bother fighting mere battles with competitors because they're too busy creating businesses that will surround and destroy them."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-06 If there are many ways to be a leader; which one would describe me best?
Level of Difficulty: 2 Medium
Topic: Four Additional Perspectives
 



	129.
	Research shows that followers seek and admire leaders who create feelings of 
 

	A. 
	anticipation.



	B. 
	individualism.



	C. 
	clarity.



	D. 
	significance.



	E. 
	freedom.


Research shows that followers seek and admire leaders who create feelings of significance. Such leaders make followers feel that what they do at work is important and meaningful.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-06 If there are many ways to be a leader; which one would describe me best?
Level of Difficulty: 2 Medium
Topic: Four Additional Perspectives
 



	130.
	Leaders want ________ who are productive, reliable, honest, cooperative, proactive, and flexible. 
 

	A. 
	employers



	B. 
	clients



	C. 
	superiors



	D. 
	peers



	E. 
	followers


Leaders want followers who are productive, reliable, honest, cooperative, proactive, and flexible. They do not want followers who are reluctant to take the lead on projects, fail to generate ideas, are unwilling to collaborate, or who withhold information, provide inaccurate feedback, or hide the truth.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-06 If there are many ways to be a leader; which one would describe me best?
Level of Difficulty: 2 Medium
Topic: Four Additional Perspectives
 


 

Essay Questions 
 
	131.
	Contrast management with leadership and explain their relationship to one another using John Kotter's criteria. 
 

Management is the system of action that deals with complexity, and leadership is the system of action for dealing with change. Management copes with complexity through planning, budgeting, organizing, staff, controlling, and problem solving. Leadership copes with change through setting direction, aligning people, and motivating and inspiring.

Neither is more important than the other, but in fact they are complementary systems of action.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 2 Medium
Topic: The Nature of Leadership: Wielding Influence
 



	132.
	Identify and define the five sources of power. Provide an example of how each might be used, and by whom. 
 

The five sources of power are:

Legitimate: power from a person's formal position within an organization.
Reward: power from the ability to reward another person.
Coercive: power from the ability to punish another person.
Expert: power from one's specialized information or expertise.
Referent: power from one's personal attraction.

The student should then give an example of each type of power.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 3 Hard
Topic: The Nature of Leadership: Wielding Influence
 



	133.
	Identify at least five of the influence tactics used to get people to do what you want. Is each of these a hard or soft tactic? Which one is most frequently used? Provide examples of how each might be used. 
 

The nine tactics described, in descending order of frequency of use, are:
Rational persuasion (soft)—"You know, all the cutting-edge companies use this approach."
Inspirational appeals (soft)—"If we do this as a goodwill gesture, customers will love us."
Consultation (soft)—"I wonder if I could get your thoughts about this matter."
Ingratiation (soft)—"I hate to impose on your time, knowing how busy you are, but you're the only one who can help me."
Personal appeals (soft)—"We've known each other a long time, and I'm sure I can count on you."
Exchange tactics (hard)—"Since I backed you at last month's meeting, maybe you could help me this time around."
Coalition tactics (hard)—"Everyone in the department thinks this is a great idea."
Pressure tactics (hard)—"If this doesn't happen, you'd better think about cleaning out your desk."
Legitimating tactics (hard)—"This has been green-lighted at the highest levels."


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-01 I don't want to be just a manager; I want to be a leader. What's the difference between the two?
Level of Difficulty: 3 Hard
Topic: The Nature of Leadership: Wielding Influence
 



	134.
	What is a trait theory of leadership? According to Kouzes and Posner, what are the four traits that make a credible leader? Choose a leader that you find credible and assess if that person seems to possess these traits. 
 

A trait theory of leadership is one that attempts to identify some distinctive characteristics that account for the effectiveness of leaders.

Kouzes and Posner's studies found that the four traits of leaders are: honest, competent, forward-looking, and inspiring.

The student should then describe a leader in terms of the theory.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-02 What does it take to be a successful leader?
Level of Difficulty: 3 Hard
Topic: Trait Approaches: Do Leaders Have Distinctive Personality Characteristics?
 



	135.
	What is a behavioral theory of leadership? Choose one of the behavioral leadership theories and explain it. Then, choose a leader and characterize the leadership style you think that person exhibits according to your chosen theory. 
 

A behavioral theory of leadership is one that attempts to determine distinctive styles used by effective leaders. The two classic studies discussed in the text are:

The University of Michigan Model: This investigation identified two forms of leadership styles: job-centered and employee-centered. In job-centered behavior, managers paid more attention to the job and work procedures. In employee-centered behavior, managers paid more attention to employee satisfaction and making work groups cohesive.

Ohio State Leadership Model: The two major dimensions of leader behavior are initiating structure—the leadership behavior that organizes and defines what group members should be doing; and the consideration dimension—leadership behavior that expresses concern for employees by establishing a warm, friendly, supportive climate.

The student should then describe a leader in terms of the chosen theory.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-03 Do effective leaders behave in similar ways?
Level of Difficulty: 3 Hard
Topic: Behavioral Approaches: Do Leaders Show Distinctive Patterns of Behavior?
 



	136.
	Explain Fiedler's contingency theory by describing the factors that contribute to a low-control situation, and what style of leadership would be prescribed in this case. Illustrate the situation with realistic circumstances in which this would occur. 
 

The contingency leadership model determines if a leader's style is (1) task-oriented or (2) relationship-oriented and if that style is effective for the situation at hand. Situational control is based on task structure (the extent to which tasks are routine, unambiguous, and easily understood), leader-member relations (the extent to which a leader has the support, loyalty, and trust of the work group), and position power (how much power a leader has to make work assignments and reward and punish). It determines what leadership style (task-oriented or relationship-oriented) works best. High- and low-control situations favor task-oriented leadership, while moderate-control situations call for relationship-oriented leadership. In low-control situations, leader decisions can't produce predictable results because he or she can't really influence outcomes.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-04 How might effective leadership vary according to the situation at hand?
Level of Difficulty: 3 Hard
Topic: Contingency Approaches: Does Leadership Vary with the Situation?
 



	137.
	What is a transactional leader? What is a transformational leader? Explain how these terms align with the earlier definitions of manager and leader. 
 

Transactional leadership focuses on clarifying employees' roles and task requirements and providing rewards and punishments contingent on performance. This is most like the earlier definition of manager.

A transformational leader is a visionary who challenges people to perform above and beyond what's expected of them; to pursue organizational goals over self-interest. These leaders transform others. This is most like the earlier definition of leader.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-05 What does it take to truly inspire people to perform beyond their normal levels?
Level of Difficulty: 2 Medium
Topic: The Full-Range Model: Uses of Transactional and Transformational Leadership
 



	138.
	What are the characteristics of a transformational leader? How do they transform their followers? Select someone that you believe to be a transformational leader, and illustrate your points. 
 

Transformational leadership transforms employees to pursue organizational goals over self-interests. Transformational leaders, in one description, "engender trust, seek to develop leadership in others, exhibit self-sacrifice, and serve as moral agents, focusing themselves and followers on objectives that transcend the more immediate needs of the work group." Whereas transactional leaders try to get people to do ordinary things, transformational leaders encourage their people to do exceptional things with significantly higher levels of intrinsic motivation, trust, commitment, and loyalty that can produce significant organizational change and results. The personalities of such leaders tend to be more extroverted, agreeable, proactive, and open to change than nontransformational leaders. Female leaders tend to use transformational leadership more than male leaders do.

The student should then describe a transformational leader in terms of the attributes he or she explained.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 14-05 What does it take to truly inspire people to perform beyond their normal levels?
Level of Difficulty: 3 Hard
Topic: The Full-Range Model: Uses of Transactional and Transformational Leadership
 



	139.
	What is servant leadership? What are the characteristics of a servant leader? 
 

A servant leader is one who focuses on providing increased service to others rather than to him or herself. The characteristics include: focus on listening, ability to empathize, focus on healing suffering, self-awareness of strengths and weaknesses, use of persuasion over position power, broad-based conceptual thinking, ability to foresee future outcomes, belief that they are stewards (caretakers) of employees and resources, commitment to the growth of people, and drive to build community within and outside the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 14-06 If there are many ways to be a leader; which one would describe me best?
Level of Difficulty: 2 Medium
Topic: Four Additional Perspectives
 
















Chapter 15 Interpersonal & Organizational Communication: Mastering the Exchange of Information Answer Key


 

True / False Questions
 
	1.
	If you are nervous in a job interview, it is best that you admit it. 
 
FALSE
Advice for nerves during interviews: Preparation will help you stay calm during the interview. So will the use of visualization and positive self-talk to keep your confidence up ("I can handle this!"). Don't admit you're nervous. Breathe slowly. Don't rush to answer. Take a one-second pause before responding to a question.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	2.
	Poor communication between staff and managers has a financial cost to organizations. 
 
TRUE
According to one survey, executives say 14% of each 40-hour workweek is wasted because of poor communication between staff and managers. That's the equivalent of seven workweeks of lost productivity a year. Thus, better communication can save money.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	3.
	Communication is the transfer of information and understanding from one person to another. 
 
TRUE
Communication is the transfer of information and understanding from one person to another.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	4.
	You are an efficient communicator when your intended message is accurately understood by the other person. 
 
FALSE
You are an efficient communicator when you can transmit your message accurately in the least time. You are an effective communicator when your intended message is accurately understood by the other person.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	5.
	Encoding is defined as an attempt to disguise a message so that only the desired recipient can interpret it. 
 
FALSE
Encoding is translating a message into understandable symbols or language.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	6.
	Bret had many spelling and grammar mistakes in his report, some of which made the content difficult to understand. This is an example of poor decoding. 
 
FALSE
The receiver does the decoding, which is interpreting and trying to make sense of the message. This is not where the problem lies; rather, Bret did a poor job of encoding the message.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	7.
	The pathway by which a message travels is called the medium. 
 
TRUE
The medium is the pathway by which a message travels.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	8.
	Eli shut his eyes and dropped his head into his hands when his boss announced the holiday schedule. This is an example of feedback. 
 
TRUE
Feedback occurs when the receiver (Eli) expresses his reaction to the sender's (his boss's) message.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	9.
	Noise is defined as any physical sound that interferes with accurate communication between two people. 
 
FALSE
Noise is any disturbance that interferes with the transmission of a message. It can occur in any medium, as when you have static in a radio transmission, fadeout on a cell phone, loud music when you're trying to talk in a noisy restaurant, or even in the encoding or decoding, as when a pharmacist can't read a prescription because of a doctor's poor handwriting.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	10.
	The sun was right in Sienna's eyes, so she looked away and missed the coach's demonstration of a defensive technique. In this case, the sun acts as noise in the communication process. 
 
TRUE
Noise is any disturbance that interferes with the transmission of a message such as the sun interfering in one's ability to watch a demonstration.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	11.
	Noise can affect written and spoken messages, and even nonverbal ones. 
 
TRUE
Noise can apply to any medium and occurs in nonverbal communication as when our physical movements send a message that is different from the one we are speaking.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	12.
	The communication process begins with the transmission of a message through a medium. 
 
FALSE
Encoding the message is the first step of the communication process (see Figure 15.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	13.
	Media richness indicates how well a particular medium conveys information and promotes learning. 
 
TRUE
Media richness indicates how well a particular medium conveys information and promotes learning.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	14.
	Face-to-face communication is the leanest form of communication. 
 
FALSE
Media richness indicates how well a particular medium conveys information and promotes learning. Face-to-face communication is the richest form of communication because the receiver observes multiple cues in the message.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	15.
	A rich medium of communication is best for nonroutine situations and to avoid oversimplification. 
 
TRUE
A rich medium is best for nonroutine situations and to avoid oversimplification.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	16.
	If you must tell your subordinate that he is facing a sexual harassment investigation, you should use a lean medium of communication. 
 
FALSE
A lean medium is best for routine situations and to avoid overloading. Informing staff of such an investigation is best done using a rich medium such as a face-to-face meeting because the receiver is likely to want additional information.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	17.
	The danger of using a lean medium for nonroutine matters is overloading; the medium typically provides more information than is necessary. 
 
FALSE
The danger of using a lean medium for nonroutine matters is that it results in information oversimplification; it doesn't provide enough of the information the receiver needs and wants.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	18.
	A telephone call is a richer medium than a personal letter. 
 
TRUE
From high to low media richness, the order is-face-to-face presence, videoconferencing, telephone, personal written media such as letters, and impersonal written media such as newsletters.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	19.
	A speaker that isn't working properly at a fast-food drive-through is an example of a communication barrier. 
 
TRUE
Fast-food customers complain, "Those of us at the other end of the speaker often cannot understand a word being said, either because the speaker isn't working properly, because the order-taker has a thick accent, or the person is speaking too fast." All these are examples of communication barriers, or anything interfering with accurate communication between two people.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	20.
	Neha did not receive an important e-mail from a client because, unbeknownst to her, her company's e-mail server was down. This is an example of a receiver barrier. 
 
FALSE
According to Table 15.1, a medium barrier is one in which the communication channel is blocked. Example: When someone's phone always has a busy signal or a computer network is down, these are instances of the communication medium being blocked.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	21.
	Time-zone differences can be a physical barrier to communication. 
 
TRUE
Physical communication barriers include time-zone differences, telephone-line static, and crashed computers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	22.
	When a supervisor tells you, "We need to get this done right away," the supervisor has created a semantic barrier to the communication process. 
 
TRUE
When a supervisor tells you, "We need to get this done right away," the supervisor has created a semantic barrier as the words right away are vague.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	23.
	The study of the meaning of words is called semantics. 
 
TRUE
Semantics is the study of the meaning of words.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 1 Easy
Topic: Barriers to Communication
 



	24.
	Jargon is the use of foreign language terms to represent concepts in American business. 
 
FALSE
Jargon is terminology specific to a particular profession or group.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 1 Easy
Topic: Barriers to Communication
 



	25.
	Jargon is an example of a physical barrier to communication. 
 
FALSE
Jargon, terminology used by a particular profession or group, is a type of semantic barrier.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	26.
	Trust between parties is an important element in preventing communication problems. 
 
TRUE
Without trust between you and the other person, communication is apt to be flawed. Instead of communicating, both of you will be concentrating on defensive tactics, not the meaning of the message being exchanged.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	27.
	One's ego can affect how receptive that person is to being influenced by others. 
 
TRUE
Our egos, including pride, self-esteem, and even arrogance, are a barrier to communication. Egos can cause political battles, turf wars, and the passionate pursuit of power, credit, and resources. Egos influence how we treat each other as well as how receptive we are to being influenced by others.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	28.
	Effective communication begins with challenging, at least mentally, what you have heard. 
 
FALSE
Listening attentively with understanding rather than judgment improves communication.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	29.
	A stereotype consists of harmful beliefs that suppress minority groups of people. 
 
FALSE
A stereotype consists of oversimplified beliefs about a certain group of people.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 1 Easy
Topic: Barriers to Communication
 



	30.
	Nonverbal communication consists of messages sent using written rather than spoken media. 
 
FALSE
Nonverbal communication consists of messages sent outside of the written or spoken word.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 1 Easy
Topic: Barriers to Communication
 



	31.
	Eye contact signals the beginning of conversation; people typically tend to look at others when beginning to speak. 
 
FALSE
Eye contact signals the beginning and end of a conversation; there is a tendency to look away from others when beginning to speak and to look at them when done.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	32.
	A smile does not convey the same emotions in different countries. 
 
TRUE
You may be accustomed to thinking that smiling represents warmth, happiness, or friendship whereas frowning represents dissatisfaction or anger. But these interpretations of facial expressions don't apply across all cultures. A smile doesn't convey the same emotions in different countries.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	33.
	Folding one's arms can be interpreted as defensiveness. 
 
TRUE
Closed body positions, such as folding one's arms or crossing one's legs, represent defensiveness.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	34.
	According to research, touching is typically detrimental to teamwork. 
 
FALSE
Good teams tend to use touch more than bad teams do, according to some research.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	35.
	One of the ways to improve communication is to show animation. 
 
TRUE
One way to improve communication is to smile and show animation, according to Table 15.2.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	36.
	Women are slightly more likely than men to negotiate their starting pay. 
 
FALSE
Men are eight times as likely as women to bargain over starting pay.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	37.
	Among gender difference in communication is the idea that men are more likely than women to ask questions. 
 
FALSE
According to Table 15.3, men are less likely to ask questions (e.g. asking for directions).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	38.
	According to Deborah Tannen, women are more tactful than men when it comes to giving feedback. 
 
TRUE
According to Table 15.3, women are more tactful when giving feedback; they tend to temper criticism with praise.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	39.
	More often than not, a male executive who wants the advice of an executive coach will turn to a woman. 
 
TRUE
Although men hold 82% of the top corporate jobs, when they want the advice of an executive coach, a trained listener to help them with their goals and personal problems, they usually turn to a woman.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	40.
	Vertical communication refers solely to the flow of messages down the hierarchy, or in other words, bosses communicating with subordinates. 
 
FALSE
Vertical communication is the flow of messages up and down the hierarchy within the organization: bosses communicating with subordinates, subordinates communicating with bosses.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 1 Easy
Topic: How Managers Fit into the Communication Process
 



	41.
	When a subordinate recommends to her manager that their department get additional help for the inventory process, it is considered vertical communication. 
 
TRUE
This conversation is upward communication, which flows from a lower level to a higher level, and that is a type of vertical communication.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 3 Hard
Topic: How Managers Fit into the Communication Process
 



	42.
	The main purpose of horizontal communication is coordination between and within work units. 
 
TRUE
Horizontal communication flows within and between work units; its main purpose is coordination.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 1 Easy
Topic: How Managers Fit into the Communication Process
 



	43.
	Vertical communication is impeded by rivalry between work units. 
 
FALSE
Horizontal communication can be impeded in three ways: (1) by specialization that makes people focus just on their jobs alone; (2) by rivalry between workers or work units, which prevents sharing of information; and (3) by lack of encouragement from management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 2 Medium
Topic: How Managers Fit into the Communication Process
 



	44.
	Management by wandering around is an example of a formal communication channel. 
 
FALSE
Informal communication channels develop outside the formal structure and do not follow the chain of command; they skip management levels and cut across lines of authority. Two types of informal channels are (1) the grapevine and (2) management by wandering around.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 2 Medium
Topic: How Managers Fit into the Communication Process
 



	45.
	The grapevine is faster than formal channels of communication. 
 
TRUE
The grapevine is the unofficial communication system of the informal organization. Research shows that the grapevine is faster than formal channels, is about 75% accurate, and is used by employees when they are insecure, threatened, or faced with organizational change.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 2 Medium
Topic: How Managers Fit into the Communication Process
 



	46.
	Management by wandering around helps reduce the distortion that occurs with formal communication flowing up a hierarchy. 
 
TRUE
Management by wandering around helps to reduce the problems of distortion that inevitably occur with formal communication flowing up a hierarchy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 2 Medium
Topic: How Managers Fit into the Communication Process
 



	47.
	Foregoing the use of an agenda for a work meeting makes it harder for participants to add excessive items and thus helps streamline the meeting. 
 
FALSE
If you're leading meetings, one good way to streamline them is to distribute a meeting agenda in advance. Do your homework about the issues. Prepare a list of meeting objectives, topics to be covered and the number of minutes allowed for discussion, and information participants should bring. Organize the topics with the most important ones first.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 2 Medium
Topic: How Managers Fit into the Communication Process
 



	48.
	Multicommunicating represents the use of technology to participate in several interactions at the same time. 
 
TRUE
Multicommunicating represents "the use of technology to participate in several interactions at the same time."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 1 Easy
Topic: Communication in the Information Age
 



	49.
	Texting and checking one's e-mail during group meetings has become commonplace and accepted in the workplace. 
 
FALSE
Although multicommunicating sometimes enables us to get more things done in a shorter amount of time, there are times and places when it also can create miscommunication and lead to stress and hurt feelings. For example, texting and checking your e-mail while working with colleagues can be seen as not only annoying but insulting.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	50.
	Compensation is the most important factor for Millennials in choosing employment. 
 
FALSE
For Millennials, at least as important as compensation are six types of rewards, expressed in order as high-quality colleagues, flexible work arrangements, prospects for advancement, recognition from one's company or boss, a steady rate of advancement and promotion, and access to new experiences and challenges.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	51.
	Research finds that reducing an organization's travel budget also reduces its revenue and profitability. 
 
TRUE
One study found that when a company reduces its travel budget for personal meetings, it loses both revenue and profits. In fact, if a company completely eliminated business travel, corporate profits could drop 17% in the first year, the study found, and it would take more than 3 years for profits to reach the same level as before.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	52.
	High-definition videoconference systems that simulate face-to-face meetings between users are known as virtual conference technology. 
 
FALSE
Many organizations set up special videoconferencing rooms or booths with specially equipped television cameras. Some of the more sophisticated equipment is known as telepresence technology, high-definition videoconference systems that simulate face-to-face meetings between users.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 1 Easy
Topic: Communication in the Information Age
 



	53.
	Telecommuting is more common for jobs that involve brain work requiring concentration and limited interruptions. 
 
TRUE
Telecommuting is more common for jobs that involve computer work, writing, and phone or brain work that requires concentration and limited interruptions.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	54.
	Telework is a broad term than encompasses not just working from home but working from anywhere. 
 
TRUE
Recently, the term telework (or virtual office) has been adopted to replace the term telecommuting because it encompasses not just working from home but working from anywhere.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	55.
	A system of safeguards for protecting information technology from threats is known as cyber-defense. 
 
FALSE
Security is defined as a system of safeguards for protecting information technology against disasters, system failures, and unauthorized access that result in damage or loss.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 1 Easy
Topic: Communication in the Information Age
 



	56.
	The right of people not to reveal information about themselves is known as privacy. 
 
TRUE
Privacy is the right of people not to reveal information about themselves.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 1 Easy
Topic: Communication in the Information Age
 



	57.
	Among users of social networks, the older the user, the more likely that person carefully monitors the content of the profile and who has access to it. 
 
FALSE
Interestingly, 18- to 29-year-olds have been found to be more likely than older users of social networks to keep a keen eye on their online profiles and who can access them.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	58.
	The average worker receives 200 e-mails a day. 
 
TRUE
The average worker receives 200 e-mails a day, according to some research.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	59.
	The greater the use of e-mail within an organization, the more connected coworkers feel. 
 
FALSE
A disadvantage of e-mail is that the greater the use of e-mail, the less connected coworkers reportedly feel.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	60.
	Most people would rather give up their TVs or the Internet than their mobile phones. 
 
TRUE
The majority of respondents in one survey said they would sooner give up their land-line phones, TVs, the Internet, and e-mail than surrender their mobile phones.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	61.
	Today, problems with smartphones are mere annoyances. 
 
FALSE
Smartphone problems range from merely annoying (loud ring tones and conversations in public places) to unethical and illegal (sending pornographic photos and photographing restricted areas of materials) to deadly (distracting drivers from the road).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	62.
	Internet-based and mobile technologies used to generate interactive dialogue with members of a network are collectively known as social media. 
 
TRUE
Social media are Internet-based and mobile technologies used to generate interactive dialogue with members of a network.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 1 Easy
Topic: Communication in the Information Age
 



	63.
	Diminished ethics by businesspeople is one of the drawbacks commonly associated with the use of social media. 
 
FALSE
There are problems of privacy and security associated with information technology in general, and these certainly apply to social media. Some other drawbacks: distraction, leaving the wrong impression, and replacing real conversation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	64.
	People comprehend less than half of a typical verbal message. 
 
TRUE
Generally people comprehend only about 35% of a typical verbal message, experts say.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	65.
	The main purpose of those with an evaluative listening style is to try to determine the speaker's main message and important points. 
 
FALSE
A discerning listener tries to determine the speaker's main message and important points, often taking copious notes and concentrating hard on what the speaker says. An evaluative listener listens analytically, all the while formulating challenges to the speaker's points, asking lots of questions (perhaps to the point of being interruptive), and sometimes tuning out the speaker and missing data.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	66.
	To be a better listener, you should not distract the speaker with questions. 
 
FALSE
Good listening is hard work. Suggestions include asking questions to make sure you understand and recapping what the speaker said.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	67.
	By and large, speed reading isn't effective because it does not work well for difficult or unfamiliar material. 
 
TRUE
By and large, speed reading isn't effective. Psychologists have found that speed reading or skimming may work well with easy or familiar reading material, but it can lead to problems with dense or unfamiliar material.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	68.
	Advice to help streamline your reading includes asking subordinates to screen, scan, or summarize it for you. 
 
TRUE
UCLA professor Kathryn Alesandrini offers a number of suggestions for streamlining your reading. With some material you can ask some of your employees to screen or scan it first, then post an action note on each item that needs additional reading by you. You can also ask your staff to read important books and summarize them in four or five pages.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	69.
	Top-down reading requires managers to summarize important information in reading and to share it with subordinates. 
 
FALSE
Top-down reading is a strategy for becoming a more productive reader, and requires you to rate, question, survey, skim, and summarize your reading.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	70.
	When your reader is attached to a solution other than the one you propose, your writing should order points from most controversial to least. 
 
FALSE
A strategy for laying out your ideas in writing is to move from least controversial to most controversial. This builds support gradually and is best used when the decision is controversial or your reader is attached to a particular solution other than the one you're proposing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	71.
	One study found that the top predictor of success and upward mobility is how much a person enjoys public speaking and how effective the person is at it. 
 
TRUE
A study conducted by AT&T and Stanford University found that the top predictor of success and professional upward mobility is how much you enjoy public speaking and how effective you are at it.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	72.
	An audience is unlikely to remember more than a few points from a speech. 
 
TRUE
The most important thing to realize is that your audience won't remember more than a few points anyway. Thus, you need to decide which three or four points must be remembered. Then cover them as succinctly as possible in the body of the speech.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 


 

Multiple Choice Questions
 
	73.
	If you have little experience, the top selling points about yourself in a job interview should be 
 

	A. 
	related to your level of education.



	B. 
	about your parents and their accomplishments.



	C. 
	your personal qualities.



	D. 
	predictions you have made for your future.



	E. 
	extracurricular activities in which you've taken part.


In a job interview, you should identify your top three selling points such as, if you have little experience, your personal qualities ("I'm results oriented, a good listener, and will work all hours").


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	74.
	Communication is 
 

	A. 
	speaking or writing so that another is able to comprehend the meaning.



	B. 
	interpretation of messages sent via any media.



	C. 
	the combined activities of speaking and listening.



	D. 
	the transfer of information and understanding from one person to another.



	E. 
	a process involving only the sender, message, and receiver.


Communication is the transfer of information and understanding from one person to another.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	75.
	When your intended message is sent accurately in the least amount of time, you are a(n) 
 

	A. 
	economical communicator.



	B. 
	efficient communicator.



	C. 
	formal communicator.



	D. 
	collaborative communicator.



	E. 
	effective communicator.


You are an efficient communicator when you can transmit your message accurately in the least time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	76.
	Which of the following is not an element of the communication model? 
 

	A. 
	Sender



	B. 
	Feedback



	C. 
	Decoder



	D. 
	Noise



	E. 
	Message


The elements of the communication model are sender, receiver, message, noise, and feedback (see Figure 15.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	77.
	The process of translating a message into understandable symbols or language is called 
 

	A. 
	encoding.



	B. 
	transforming.



	C. 
	mediating.



	D. 
	decoding.



	E. 
	enriching.


Encoding is translating a message into understandable symbols or language.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 1 Easy
Topic: The Communication Process: What It Is, How It Works
 



	78.
	When the band came out on stage and the lead singer shouted, "Hello, San Antonio!" the crowd roared with applause. The crowd's response is an example of 
 

	A. 
	decoding.



	B. 
	medium selection.



	C. 
	noise.



	D. 
	encoding.



	E. 
	feedback.


Feedback is when the receiver (the audience members) expresses his or her reaction (applause) to the sender's (the lead singer's) message (the greeting).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	79.
	Which of the following is not an example of noise in the communication process in a typical classroom? 
 

	A. 
	A student in the back of the classroom texting a friend.



	B. 
	Groundskeepers mowing the lawn outside the classroom window.



	C. 
	A student responding to a professor's request for questions.



	D. 
	Uncomfortable classroom desks.



	E. 
	An attractive person walking by the open classroom door.


Noise is any disturbance that interferes with the transmission of a message. Answering questions would be promoting communication.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	80.
	Which of the following is a step in the communication process? 
 

	A. 
	Noise is eliminated from the message.



	B. 
	The sender decodes the message.



	C. 
	Possible receivers are considered.



	D. 
	The message is transmitted through a medium.



	E. 
	The receiver selects the medium.


The communication process includes (1) sender encodes message, selects medium, (2) message is transmitted through a medium, (3) receiver decodes the message, (4) receiver expresses reaction (see Figure 15.1).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	81.
	A(n) ______ form of media allows receivers to observe multiple cues, such as body language and tone of voice, and allows senders to get feedback. 
 

	A. 
	encoded



	B. 
	rich



	C. 
	dense



	D. 
	complex



	E. 
	formal


Face-to-face communication, also the most personal form of communication, is the richest. It allows the receiver of the message to observe multiple cues, such as body language and tone of voice. It allows the sender to get immediate feedback, to see how well the receiver comprehended the message.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	82.
	Which of the following is the most appropriate media for a manager advising employees of a revision to the company's bonus structure? 
 

	A. 
	E-mail to all those affected.



	B. 
	Telephone call to each.



	C. 
	Posting an announcement near the office coffee machine.



	D. 
	Face-to-face meeting.



	E. 
	Personal note to each.


A rich medium like a face-to-face meeting is more effective with nonroutine situations. This provides an opportunity for feedback and prevents information oversimplification in which the receiver does not get enough information.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	83.
	Of the following, which medium is the richest? 
 

	A. 
	Company newsletter



	B. 
	Telephone



	C. 
	E-mail



	D. 
	Memos



	E. 
	Videoconferencing


In order from high to low media richness: face-to-face presence, videoconferencing, telephone, personal written media (e-mail, memos), impersonal written media (newsletter).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	84.
	Of the following, which medium is the least rich? 
 

	A. 
	Flier on a bulletin board.



	B. 
	Instant messaging on the Internet.



	C. 
	E-mail.



	D. 
	Handwritten notes.



	E. 
	Conference telephone calls.


In order from high to low media richness: face-to-face presence, videoconferencing, telephone, personal written media (e-mail, notes), impersonal written media (fliers).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 2 Medium
Topic: The Communication Process: What It Is, How It Works
 



	85.
	A manager wants to tell employees that the quarterly project management training will start on April 12, about two months from now. Generally, which of the following should the manager use? 
 

	A. 
	Videoconferencing



	B. 
	Telephone



	C. 
	Personal notes



	D. 
	Face-to-face meeting



	E. 
	Newsletter


Lean media is generally best for routine situations. Here, there is no urgency or need for feedback, so using a newsletter would suffice.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	86.
	Executives at Davidson Engineering want to let middle managers know that the company is going to be acquired by its largest competitor. Assuming any of the following are possible, how should executives communicate this? 
 

	A. 
	Send a memo to all managers.



	B. 
	Call a meeting of managers.



	C. 
	Post a notice on all bulletin boards.



	D. 
	Send an e-mail to all managers.



	E. 
	Schedule a conference phone call.


This is a nonroutine, unusual event that requires the richest type of communication such as a face-to-face meeting.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	87.
	Claire wanted to tell her employee about the seminar, but she put the flier in a stack of papers and forgot about it until after the deadline to sign up. This is an example of what type of barrier to communication? 
 

	A. 
	Sender barrier



	B. 
	Encoding barrier



	C. 
	Medium barrier



	D. 
	Feedback barrier



	E. 
	Receiver barrier


A sender barrier is one in which no message gets sent. Example: If a manager has an idea but is afraid to voice it because he or she fears criticism, then no message gets sent.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	88.
	Yue worked on a global team for an American company, and all her work had to be completed in her second language, English. Sometimes her teammates misinterpreted her meaning. This is an example of a(n) ______ barrier to communication. 
 

	A. 
	decoding



	B. 
	sender



	C. 
	feedback



	D. 
	receiver



	E. 
	encoding


An encoding barrier is one in which the message is not expressed correctly. Example: If your vocabulary is lacking or English is not your first language, you may have difficulty expressing to a supervisor, coworker, or subordinate what it is you mean to say.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	89.
	Rodrigo was in meetings all day and didn't get a chance to check his e-mail before he had to pick up his children from daycare, so he missed an important message from a client. This is an example of what type of barrier to communication? 
 

	A. 
	Medium barrier



	B. 
	Decoding barrier



	C. 
	Feedback barrier



	D. 
	Receiver barrier



	E. 
	Encoding barrier


A receiver barrier is one in which no message gets received. Example: You were talking to a coworker, and weren't listening when your supervisor announced work assignments.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	90.
	Sunjata works part time in a coffee shop. Some of the equipment is so noisy it prevents him from correctly hearing the customer orders. This is an example of a(n) ______ barrier to communication. 
 

	A. 
	feedback



	B. 
	semantic



	C. 
	personal



	D. 
	encoding



	E. 
	physical


Physical barriers to communication include sound (the equipment), space, and time.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	91.
	Tricia, working at a research facility in North Carolina, needs to communicate with Romain, who is in Grenoble, France, about a project they are working on. Romain has perfect command of English, but they are still facing a(n) ______ barrier to communication. 
 

	A. 
	semantic



	B. 
	personal



	C. 
	encoding



	D. 
	medium



	E. 
	physical


Physical barriers include sound, time, space, and the like. In this example, time and space may be a barrier because these people are several time zones apart.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	92.
	The study of the meaning of words is called 
 

	A. 
	jargon.



	B. 
	lexicography.



	C. 
	rhetoric.



	D. 
	semantics.



	E. 
	cartology.


Semantics is the study of the meaning of words.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 1 Easy
Topic: Barriers to Communication
 



	93.
	______ is likely to cause a semantic barrier to communication. 
 

	A. 
	Jargon



	B. 
	Technology



	C. 
	Gossip



	D. 
	The grapevine



	E. 
	Rhetoric


In addition, as our society becomes more technically oriented, semantic meaning becomes a problem because jargon develops. Jargon is terminology specific to a particular profession or group.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	94.
	Which of the following is not a personal barrier to communication? 
 

	A. 
	A small vocabulary



	B. 
	Obsolete technology



	C. 
	Lack of credibility



	D. 
	Different frame of reference



	E. 
	Large ego


Personal barriers to communication are individual attributes that hinder communication. Technology is not a barrier of this type.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 2 Medium
Topic: Barriers to Communication
 



	95.
	Kelly was recently promoted to manager. Though he used to take advice from his peers, he seems no longer willing to listen to even his superiors and is really running the project how he thinks best. This is an example of which personal barrier to communication? 
 

	A. 
	Tendency to judge others' messages.



	B. 
	Variable skills in communicating effectively.



	C. 
	Oversized ego.



	D. 
	Inability to listen with understanding.



	E. 
	Variation in interpreting information.


Our egos, like our pride, our self-esteem, and even arrogance, are a personal barrier to communication. Egos can cause political battles, turf wars, and the passionate pursuit of power, credit, and resources.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	96.
	The statement, "Single old ladies are cat people," reflects a(n) 
 

	A. 
	accepted generalization.



	B. 
	stereotype.



	C. 
	finding of the grapevine.



	D. 
	type of jargon.



	E. 
	statement of fact.


A stereotype consists of oversimplified beliefs about a certain group of people. There are, for instance, common stereotypes about old people, young people, males, and females. Examples include, "Young men are reckless," and "Old women are scolds."
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	97.
	Which of the following is not a way in which nonverbal communication is expressed? 
 

	A. 
	Writing a thank-you note.



	B. 
	Making someone wait an hour in the lobby.



	C. 
	Looking away while talking to someone.



	D. 
	Grimacing.



	E. 
	Touching someone's shoulder.


Nonverbal communication consists of messages sent outside of the written or spoken word. Six ways in which nonverbal communication is expressed are through (1) eye contact, (2) facial expressions, (3) body movements and gestures, (4) touch, (5) setting, and (6) time.
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	98.
	Most people tend to ______ when conveying bad news or negative feedback. 
 

	A. 
	smile



	B. 
	avoid eye contact



	C. 
	nod their heads



	D. 
	lean forward



	E. 
	yawn


Eye contact expresses emotion; for instance, most people tend to avoid eye contact when conveying bad news or negative feedback.
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	99.
	Which of the following is a "don't" when attempting to improve communication? 
 

	A. 
	Occasionally nod in agreement.



	B. 
	Lean toward the speaker.



	C. 
	Speak in a quiet, reassuring tone.



	D. 
	Smile and show animation.



	E. 
	Close your eyes.


According to Table 15.2, you should not close your eyes when communicating.
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	100.
	Which of the following is a "do" when attempting to improve communication? 
 

	A. 
	Close your eyes.



	B. 
	Smile.



	C. 
	Look away from the speaker.



	D. 
	Speak very slowly.



	E. 
	Turn away from the speaker.


According to Table 15.2, you should smile and show animation when communicating.
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	101.
	Compared to women, men tend to 
 

	A. 
	give more tactful feedback.



	B. 
	indicate their uncertainties.



	C. 
	be indirect when admitting fault.



	D. 
	pay more compliments.



	E. 
	make more apologies.


According to Deborah Tannen, men are more likely than women to be indirect when it comes to admitting fault or when they don't know something (see Table 15.3).
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	102.
	According to Deborah Tannen, men are more likely than women to 
 

	A. 
	pay more compliments.



	B. 
	temper criticism with praise.



	C. 
	ask more questions.



	D. 
	apologize frequently.



	E. 
	boast about achievements.


According to Deborah Tannen, men are more likely than women to use "I" statements and are more likely to boast about their achievements (see Table 15.3).
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	103.
	Ginger, a marketing manager, uses a sports car metaphor to explain a concept to her male counterpart in accounting. She is said to be 
 

	A. 
	emasculating.



	B. 
	wordsmithing.



	C. 
	genderflexing.



	D. 
	miscommunicating.



	E. 
	ingratiating.


Genderflexing refers to temporarily using communication behaviors typical of the other gender to increase the potential for influence. For example, a female manager might use sports analogies to motivate a group of males.
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	104.
	A person's characteristic speaking patterns, such as the use of pacing, pausing, questions, and stories, is known as a 
 

	A. 
	linguistics style.



	B. 
	communication device.



	C. 
	nonverbal model.



	D. 
	horizontal communication.



	E. 
	multicommunication.


A linguistic style is a person's characteristic speaking patterns, including pacing, pausing, directness, word choice, and use of questions, jokes, stories, apologies, and similar devices.
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	105.
	Channels of communications that follow the chain of command and are considered as official are termed 
 

	A. 
	formal.



	B. 
	prescribed.



	C. 
	vertical.



	D. 
	horizontal.



	E. 
	external.


Formal communication channels follow the chain of command and are recognized as official.
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	106.
	Which of the following indicates how official communications should be routed? 
 

	A. 
	Grapevine



	B. 
	Organization chart



	C. 
	Lateral networks



	D. 
	Corporate culture



	E. 
	Personnel files


The organizational chart indicates how official communications like memos, letters, reports, and announcements are supposed to be routed.
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	107.
	A manager who is directing her subordinate about work tasks is communicating 
 

	A. 
	vertically.



	B. 
	horizontally.



	C. 
	externally.



	D. 
	through the grapevine.



	E. 
	informally.


Vertical communication is the flow of messages up and down the hierarchy within the organization: bosses communicating with subordinates, subordinates communicating with bosses.
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	108.
	The more management levels through which a message passes 
 

	A. 
	the more important the message is.



	B. 
	the higher the chance the message will become external.



	C. 
	the more informal the organization.



	D. 
	the more distorted the message may become.



	E. 
	the more disorganized the organization.


The more management levels through which a message passes, the more it is prone to distortion.
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	109.
	The dean at Corbin Business College disseminated a new five-year strategic plan to department chairs. This is an example of 
 

	A. 
	external communication.



	B. 
	downward communication.



	C. 
	corporate communication.



	D. 
	horizontal communication.



	E. 
	informal communication.


Downward communication flows from a higher level to a lower level (or levels).
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	110.
	Xiangcong, a marketing manager, shares some of the market research her department has analyzed with the research and development group. Xiangcong is communicating 
 

	A. 
	by wandering around.



	B. 
	upward.



	C. 
	horizontally.



	D. 
	through the grapevine.



	E. 
	externally.


Horizontal communication flows within and between work units; its main purpose is coordination.
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	111.
	Shortly after the end of the fiscal year, Stavanger Investments released an earnings report to clients. This is an example of communicating 
 

	A. 
	vertically.



	B. 
	upward.



	C. 
	horizontally.



	D. 
	downward.



	E. 
	externally.


External communication flows between people inside and outside the organization. These are other stakeholders: customers, suppliers, shareholders or other owners, and so on.
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	112.
	______ communication channels develop outside the organizational structure and do not follow the chain of command. 
 

	A. 
	Customary



	B. 
	Vertical



	C. 
	Horizontal



	D. 
	Informal



	E. 
	External


Informal communication channels develop outside the formal structure and do not follow the chain of command; they skip management levels and cut across lines of authority.
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	113.
	Gossip and rumor in an organization are part of the _____, which itself is a type of ______ communication channel. 
 

	A. 
	organization chart; horizontal



	B. 
	culture; horizontal



	C. 
	organization chart; informal



	D. 
	grapevine; horizontal



	E. 
	grapevine; informal


Two types of informal communication channels are (1) the grapevine and (2) management by wandering around. The grapevine is the unofficial communication system of the informal organization, a network of gossip and rumor of what is called "employee language."
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	114.
	The grapevine is 
 

	A. 
	a horizontal communication channel.



	B. 
	almost wholly inaccurate.



	C. 
	slower than formal channels.



	D. 
	used by employees when threatened or insecure.



	E. 
	a morale enhancer.


The grapevine is the unofficial communication system of the informal organization, a network of gossip and rumor. Research shows that the grapevine (1) is faster than formal channels, (2) is about 75% accurate, and (3) is used by employees when they are insecure, threatened, or faced with organizational change. Gossip can be notoriously misleading and a great reducer of morale in a dysfunctional company.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 2 Medium
Topic: How Managers Fit into the Communication Process
 



	115.
	A manager who literally wanders around her organization and talks with people across all lines of authority is doing 
 

	A. 
	COO.



	B. 
	MBWA.



	C. 
	MBO.



	D. 
	TQM.



	E. 
	JIT.


Management by wandering around (MBWA) describes a manager's literally wandering around his or her organization and talking with people across all lines of authority.
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	116.
	Which of the following is not a norm of the Millennial generation? 
 

	A. 
	Desire to accept facts and authority at face value.



	B. 
	Desire to experience new and different things.



	C. 
	Desire to have personalized products and choice.



	D. 
	Desire to keep things moving and interesting.



	E. 
	Desire to have instant feedback.


According to Table 15.5, the Millennial or Internet generation norms are: 1. Freedom: the desire to experience new and different things. 2. Customization: the desire for personalized products and choices. 3. Scrutiny: not taking "facts" and authority figures at face value. 4. Integrity: trust in people, products, and employers is important. 5. Collaboration: relationships are of key importance. 6. Entertainment: keep things moving and interesting. 7. Speed: instant feedback is expected. 8. Innovation: impatience for new and different user experiences.
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	117.
	Using video and audio links along with computers to allow people at different locations to see, hear, and talk with each other is called 
 

	A. 
	telecommuting.



	B. 
	collaborative computing.



	C. 
	videoconferencing.



	D. 
	telecollaborating.



	E. 
	using the extranet.


Videoconferencing, also known as teleconferencing, uses video and audio links along with computers to allow people in different locations to see, hear, and talk with one another.
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	118.
	______ can be quite expensive, requiring a specially designed room with multiple cameras and high-definition video screens. 
 

	A. 
	Telepresence technology



	B. 
	Telecommuting



	C. 
	Videoconferencing



	D. 
	Teleworking



	E. 
	Netconferencing


Telepresence systems require a specially designed room with multiple cameras and high-definition video screens, simulating "the sensation of two groups of people at identical tables facing each other through windows." Telepresence technology can be quite expensive.
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	119.
	Which of the following is characteristic of telecommuting? 
 

	A. 
	Increased capital costs.



	B. 
	Attractive to people with high social needs.



	C. 
	More difficult recruiting.



	D. 
	Increased turnover.



	E. 
	Increased ability to hire certain workers, such as disabled people.


Among the benefits of telecommuting is the increased ability to hire nontraditional workers, such as prisoners or home-bound disabled people.
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	120.
	The key to protecting digital communication systems against fraud, hackers, identity theft, and other threats is 
 

	A. 
	using file-sharing services.



	B. 
	hiring ethical employees.



	C. 
	creating a well-funded IT department.



	D. 
	using prevention techniques like strong passwords.



	E. 
	minimizing turnover.


The key to protecting digital communication systems against fraud, hackers, identity theft, and other threats is prevention. One technique is to pick strong passwords with a mix of letters, symbols, and numbers (see Table 15.6).
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	121.
	When thieves use your name and good credit rating to get cash or buy things, it is known as 
 

	A. 
	personal data theft.



	B. 
	credit mishandling.



	C. 
	identity theft.



	D. 
	credit exploitation.



	E. 
	misuse of standing.


A particularly aggravating violation of privacy is identity theft, in which thieves hijack your name and identity and use your good credit rating to get cash or buy things.
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	122.
	Which of the following is not a disadvantage of e-mail? 
 

	A. 
	The sheer number that must be handled by the average worker.



	B. 
	Decrease in other forms of communication, like greetings.



	C. 
	Emotions are often poorly communicated.



	D. 
	Considered rude to use in crowded places.



	E. 
	The greater the use of e-mail, the less connected coworkers feel.


We hate the fact that the average worker receives 200 e-mails a day, according to some research. Some disadvantages of e-mail are that (1) there has been a decrease in all other forms of communication among coworkers, including greetings and informal conversations; (2) emotions often are poorly communicated or miscommunicated via e-mail messages; and (3) the greater the use of e-mail, the less connected coworkers reportedly feel.
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	123.
	Which of the following is appropriate for workplace e-mail? 
 

	A. 
	Trimming the sender's e-mail when replying.



	B. 
	Complicated topics.



	C. 
	Jokes.



	D. 
	Informality and grammar errors.



	E. 
	Sensitive personal issues.


Tips for better e-mail handling include (1) Treat all e-mail as confidential. Supervisors may legally read employee e-mail. (2) Be careful with jokes and informality. (3) Avoid sloppiness, but avoid criticizing others' sloppiness. (4) When replying, quote only the relevant portion. Edit long e-mail messages you've received down to the relevant paragraph and put your response immediately following. (5) Not every topic belongs on e-mail (see Table 15.7).
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	124.
	The source for crowdsourcing is most often 
 

	A. 
	executive advisory councils.



	B. 
	professional associations.



	C. 
	boards of directors.



	D. 
	the online community.



	E. 
	competitors.


Social media have become contributors to what is known as crowdsourcing, the practice of obtaining needed services, ideas, or content by soliciting contributions from a large group of people and especially from the online community, such as Facebook and Twitter users.
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	125.
	Generally, people comprehend about ______ of a typical verbal message. 
 

	A. 
	5%



	B. 
	a third



	C. 
	half



	D. 
	two-thirds



	E. 
	all


Generally, people comprehend only about 35% of a typical verbal message, experts say.
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	126.
	The average speaker communicates about ______ as many words as the average listener can process. 
 

	A. 
	one-fourth



	B. 
	half



	C. 
	just



	D. 
	twice



	E. 
	four times


The average speaker communicates 125 words per minute, while we can process 500 words per minute. Poor listeners use this information-processing gap to daydream. They think about other things, thus missing the important parts of what's being communicated.
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	127.
	What do good listeners do during the information gap between what someone says and how fast we process? 
 

	A. 
	Daydream.



	B. 
	Decide what they will say next.



	C. 
	Think about other things.



	D. 
	Mentally summarize what's been said.



	E. 
	Make a convincing argument against what is being said.


Good listeners know how to use these gaps effectively, mentally summarizing the speaker's remarks, weighing the evidence, and listening between the lines.
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	128.
	The process of actively decoding and interpreting verbal messages, which requires full attention and processing, is known as active 
 

	A. 
	empathizing.



	B. 
	comprehension.



	C. 
	listening.



	D. 
	hearing.



	E. 
	evaluation.


Actively listening, truly listening, involves more than hearing, which is merely the physical component. Active listening is the process of actively decoding and interpreting verbal messages. Active listening requires full attention and processing of information; hearing does not.
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	129.
	A(n) ________ listener tries to determine the rationale of the speaker's argument, preferring logical presentations without interruptions, focusing on relationships among ideas, and waiting until all information is available before expressing opinions. 
 

	A. 
	evaluative



	B. 
	comprehensive



	C. 
	appreciative



	D. 
	empathetic



	E. 
	impartial


The comprehensive style of listening focuses on the speaker's logic. A comprehensive listener tries to determine the rationale of the speaker's argument, preferring logical presentations without interruptions, focusing on relationships among ideas, relating messages to his or her own experiences, waiting until all the information is available before expressing opinions.
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	130.
	Which of the following is not a suggestion that may help you be a good listener? 
 

	A. 
	Memorize the details.



	B. 
	Ask questions.



	C. 
	Summarize remarks.



	D. 
	Judge content, not delivery.



	E. 
	Give a fair hearing.


Good listeners should listen for ideas. Don't get diverted by the details; try to concentrate on the main ideas.
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	131.
	Speed reading works well for material that is 
 

	A. 
	jargon-laden.



	B. 
	unfamiliar.



	C. 
	easy.



	D. 
	dense.



	E. 
	complicated.


Psychologists have found that speed reading or skimming may work well with easy or familiar reading material, but can lead to problems with more dense or unfamiliar material.
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	132.
	Top-down reading strategies include which of the following? 
 

	A. 
	Read everything you can that is related to your industry.



	B. 
	Formulate specific questions you want the reading to answer.



	C. 
	Summarize findings for your subordinates.



	D. 
	Get deeply into the details, where the meat of most writing is.



	E. 
	Test yourself on what you've read.


The top-down reading system has five steps. One of them is to question and predict answers. Formulate specific questions you want the reading to answer. This will give you reasons for reading, to get answers to your questions. See Table. 15.11.
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	133.
	When you want your reader to take a logical and fairly nonpolitical action, you should order ideas in your writing from 
 

	A. 
	least controversial to most controversial.



	B. 
	least important to most important.



	C. 
	negative to positive.



	D. 
	positive to negative.



	E. 
	most important to least important.


Ordering arguments from most important to least important is a good strategy when the action you want your reader to take is logical and not highly political.
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	134.
	If you want your writing to establish a common ground with the reader and make your overall argument stronger, you should order your arguments from 
 

	A. 
	negative to positive.



	B. 
	most important to least important.



	C. 
	least controversial to most controversial.



	D. 
	least important to most important.



	E. 
	positive to negative.


Ordering arguments from negative to positive is a strategy that establishes a common ground with your reader and puts the positive argument last, which makes it stronger.
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	135.
	Galen wants to change the CEO's mind about seeking an outside firm to which they could outsource the customer service phone center. He decides to write a proposal, including a variety of arguments to support of his idea. Here, Galen should order his ideas from 
 

	A. 
	most important to least important.



	B. 
	least controversial to most controversial.



	C. 
	negative to positive.



	D. 
	positive to negative.



	E. 
	least important to most important.


Ordering arguments from least controversial to most controversial is the most effective when the reader is attached to a particular solution different from the one you're proposing.
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	136.
	Which of the following is a tip for writing more effectively for business purposes? 
 

	A. 
	Use passive voice.



	B. 
	Construct interesting, complex sentences.



	C. 
	Don't use italics or bolding in business writing.



	D. 
	Start by telling what you expect of the reader.



	E. 
	Use narrow margins and minimal white space.


Often people organize their messages backward, putting their real purpose last. You should start your writing by telling your purpose and what you expect of the reader.
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	137.
	A study conducted by AT&T and Stanford University found that the top predictor of success and professional upward mobility was 
 

	A. 
	intelligence.



	B. 
	writing ability.



	C. 
	integrity.



	D. 
	interpersonal skills.



	E. 
	public speaking ability.


A study conducted by AT&T and Stanford University found that the top predictor of success and professional upward mobility is how much you enjoy public speaking and how effective you are at it.
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	138.
	The introduction to a business speech should 
 

	A. 
	contain at least one joke.



	B. 
	get right to the point.



	C. 
	contain a phrase like, "I'm honored to be here."



	D. 
	contain significant details of the presentation.



	E. 
	contain an unrelated story to catch the interest of the audience.


The introduction should prepare the audience for the rest of the speech. Avoid jokes and such phrases as "I'm honored to be with you here today." Because everything in your speech should be relevant, try to go right to the point.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 



	139.
	Which of the following is not appropriate to include in the conclusion of a speech? 
 

	A. 
	A signal phrase to cue listeners about the wind-up.



	B. 
	Details you forgot from earlier.



	C. 
	A call to action.



	D. 
	"Thank you."



	E. 
	A little upbeat story.


In the conclusion, you should use some sort of signal phrase that cues your listeners that you are heading into your wind-up. Give some thought to the last thing you will say. It should be strongly upbeat, a call to action, a thought for the day, a little story, a quotation. Then say "Thank you" and stop talking.
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Essay Questions
 
	140.
	Describe the elements of the communication process. Illustrate it with a simple example. 
 

The sender is the person wanting to share information called a message, and the receiver is the person for whom the message is intended. Encoding is translating a message into understandable symbols or language. Decoding is interpreting and trying to make sense of the message. Feedback occurs when the receiver expresses his or her reaction to the sender's message. The entire communication process can be disrupted at several different points by what is called noise, which is any disturbance that interferes with the transmission of a message.

The student should provide an example of the process including each element (see Figure 15.1).


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	141.
	Define the concept of media richness. Which forms of media are more rich and which are less? Explain why this is so, and provide example situations in which the two ends of the spectrum are most appropriate. 
 

Media richness is how well a particular medium conveys information and promotes learning. More rich media (such as face-to-face conversations) are richer in that they convey both verbal and visual information (multiple cues), and feedback is provided to the sender. Less rich media (such as newsletters) are poorer in that they lack multiple channels, and create no opportunity for feedback. Richer media are appropriate for nonroutine, ambiguous situations, and less rich media are more appropriate for routine, clear situations.

The student should then give an example of the use of the both high and low levels of media richness.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-01 What do I need to know about the communication process to be an effective communicator?
Level of Difficulty: 3 Hard
Topic: The Communication Process: What It Is, How It Works
 



	142.
	Identify and explain the three types of barriers to communication. Give examples of each from your own life, and describe how those barriers could have been removed. 
 

The three types are physical, semantic, and personal. Physical barriers include sound, time, and space. Semantic barriers include unclear use of words and jargon. Personal barriers include variations in communication skills, trustworthiness and credibility, stereotypes and prejudices, and faulty listening skills.

The student should then give an example of each type from his or her life and explain how these may have been removed.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-02 What are the important barriers I need to be aware of; so I can improve my communication skills?
Level of Difficulty: 3 Hard
Topic: Barriers to Communication
 



	143.
	What is formal communication in organizations? Describe the various types and provide an example of how each might be used in the workplace. 
 

Formal communication follows the chain of command and includes official communications. It can be:
Vertical (upward or downward), where bosses communicate with subordinates and vice versa
Horizontal, meaning laterally (sideways), where communication flows within and between work units and whose main purpose is coordination, or
External, meaning communication flowing between people inside and outside the organization, such as to customers, shareholders, etc.

The student should then give an example of each type.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 3 Hard
Topic: How Managers Fit into the Communication Process
 



	144.
	What are informal communication channels? Explain two types of informal channels and the aspects of each that are useful for managers to understand. 
 

Informal communications channels are those that develop outside the formal structure and do not follow the chain of command. The two types are the grapevine and MBWA.

The grapevine is the unofficial communication system of the informal organization, a network of gossip and rumor of what is called "employee language." Managers should be aware that this is the major way that many employees acquire their information, and that it can be a morale reducer.

MBWA (Management by Wandering Around) is where a manager literally wanders around his or her organization and talks with people across lines of authority. It gives the manager access to less distorted information about what is going on at lower levels, allows managers to learn more about their people, and to express to employees the values and goals that are important.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-03 How can I use the different channels and patterns of communication to my advantage?
Level of Difficulty: 3 Hard
Topic: How Managers Fit into the Communication Process
 



	145.
	Define the concept of security in the digital age. Name at least three specific measures that one could take to prevent security breaches on the Internet. 
 

Security is a system of safeguards for protecting information technology against disasters, system failures, and unauthorized access that result in damage or loss. Security is a continuing challenge, with computer and cell-phone users constantly having to deal with threats ranging from malicious software (malware) that tries to trick people into yielding passwords, Social Security numbers, and financial information to deviant programs (viruses) that can destroy or corrupt data.

Prevention tips include: pick strong passwords, using a mix of letters, symbols, and numbers, use different passwords for different Web services, don't reveal sensitive information, not even in "private" areas of services such as Facebook, don't share files on services that offer optional sharing, such as Google Docs, keep data whose disclosure would create legal liability or embarrassment on your personal hard drives and storage devices, avoid file-sharing services such as Lime Wire that distribute pirated files, and apply the latest security updates to all your software, including operating systems, browsers, and antivirus programs.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-04 How do contemporary managers use information technology to communicate more effectively?
Level of Difficulty: 2 Medium
Topic: Communication in the Information Age
 



	146.
	Provide at least three suggestions to help a person become a good listener. Give an example from your own experience of times when either you or your listener violated these suggestions. 
 

To become a good listener, don't think about what you're going to say until the other person has finished talking. Judge content, not delivery. Don't tune out someone because of his or her accent, clothing, mannerisms, personality, or speaking style.
Ask questions, and summarize remarks. Ask questions to make sure you understand. Recap what the speaker said.
Listen for ideas. Don't get diverted by the details; concentrate on the main ideas.
Resist distractions and show interest. Don't get distracted by things other people are doing, paperwork on your desk, things happening outside the window, television or radio, and the like. Show the speaker you're listening, periodically restating in your own words what you've heard.
Give a fair hearing. Don't shut out unfavorable information when you hear a term that suggests ideas you're not comfortable with. Try to correct for your biases.

The student should then give examples from his or her own experience.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 3 Hard
Topic: Improving Communication Effectiveness
 



	147.
	Describe the five steps of the top-down reading method. 
 

The top-down system has five steps:

Rate reasons to read. Rate your reasons for reading ("Why should I read this? Will reading it contribute to my goals?").
Question and predict answers. Formulate specific questions you want the reading to answer. This gives you reasons for reading—to get answers to your questions.
Survey the big picture. Survey the material to be read so you can get a sense of the whole. Take a few minutes to get an overview so you can read with purpose.
Skim for main ideas. Skimming the material is similar to surveying, except it's on a smaller scale. You look for the essence of each subsection or paragraph.
Summarize. Summarize as you skim. Verbally restate or write notes of the main points, using your own words. Visualize or sketch the main points. Answer your initial questions as you skim the material.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 15-05 How can I be a better listener; reader; writer; and speaker?
Level of Difficulty: 2 Medium
Topic: Improving Communication Effectiveness
 













Chapter 16 Control & Quality Control Improvement: Techniques for Enhancing Organizational Effectiveness Answer Key

 
 

True / False Questions 
 
	1.
	One way to improve productivity is to encourage employee involvement in improving work processes. 
 
TRUE
A way to improve productivity is to encourage employee involvement and innovation. As a manager, you can encourage your employees, who are closest to the work process, to come up with suggestions for improving their own operations. And, of course, you can give workers a bigger say in doing their jobs, allow employee flextime, and reward people for learning new skills and taking on additional responsibility.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	2.
	Controlling is one of the four management functions. 
 
TRUE
The four management functions are planning, organizing, leading, and controlling (see Figure 16.1).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 1 Easy
Topic: Managing for Productivity
 



	3.
	Productivity equals inputs divided by outputs. 
 
FALSE
Productivity is defined by the formula of outputs divided by inputs for a specified period of time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 1 Easy
Topic: Managing for Productivity
 



	4.
	If a manager increases the efficiency of labor but makes no improvements to the efficiency of capital, an increase in productivity will result. 
 
TRUE
You can increase overall productivity by making substitutions or increasing the efficiency of any one element: labor, capital, materials, and energy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	5.
	Lumber mills that sell sawdust and wood chips are increasing their efficiency of labor and thereby improving productivity. 
 
FALSE
You can increase the efficiency of materials inputs by expanding their uses, as when lumber mills discovered they could sell not only boards but also sawdust and wood chips for use in gardens.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	6.
	Raising productivity contributes to an increasing gross domestic product in the United States. 
 
TRUE
The more goods and services that are produced and made easily available to us and for export, the higher our standard of living. Increasing the gross domestic product, which is the total dollar value of all the goods and services produced in the United States, depends on raising productivity, as well as on a growing workforce.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	7.
	The 1960s were characterized by very low productivity in the United States. 
 
FALSE
During the 1960s, productivity in the United States averaged a hefty 2.9% a year.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	8.
	Most economists agree that recent productivity growth is the result of an improved work ethic, primarily due to more Millennials in the workforce. 
 
FALSE
Most economists seem to think the recent productivity growth is the result of organizations' huge investment in information technology like computers, the Internet, other telecommunications advances, and computer-guided production line improvements.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	9.
	Control is making something happen the way it was planned to happen. 
 
TRUE
Control is making something happen the way it was planned to happen; it amounts to seeing that the right things happen at the right time in the right way.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	10.
	The purpose of controlling is to make sure that performance meets objectives. 
 
TRUE
Controlling is the fourth management function, along with planning, organizing, and leading, and its purpose is plain: to make sure that performance meets objectives.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	11.
	Controlling is arranging tasks, people, and other resources to accomplish the work. 
 
FALSE
Organizing is arranging tasks, people, and other resources to accomplish the work.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	12.
	Controlling is the only management function that affects productivity. 
 
FALSE
All four management functions affect one another and in turn affect an organization's productivity (see Figure 16.2).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	13.
	Control systems can help managers anticipate, monitor, and react to environmental changes. 
 
TRUE
Markets shift, consumer tastes change, new competitors appear, technologies are reborn, new materials are invented, and government regulations are altered. All organizations must deal with these kinds of environmental changes and uncertainties. Control systems can help managers anticipate, monitor, and react to these changes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	14.
	Japanese-produced cars that were perceived as better built than American ones resulted from the Japanese use of controls. 
 
TRUE
The use of quality controls among Japanese car manufacturers resulted in cars being produced that were perceived as being better built than American cars.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	15.
	A markdown on certain grocery-store items may result in a rush of customer demand for those products, which is an example of the control systems benefit of detecting threats. 
 
FALSE
A markdown on certain grocery store items that results in a rush of customer demand for those products is an example of the use of control systems to detect opportunities, such as reducing prices for similar items.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	16.
	One reason why control is needed is to centralize decision making. 
 
FALSE
Controls allow top management to decentralize decision making at lower levels within the organization and to encourage employees to work together in teams.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	17.
	The control process begins with measuring performance. 
 
FALSE
The four control process steps are (1) establish standards; (2) measure performance; (3) compare performance to standards; and (4) take corrective action, if necessary (see Figure 16.4).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	18.
	A control standard is the average performance level for a given workplace activity. 
 
FALSE
A control standard, or performance standard or simply standard, is the desired performance level for a given goal.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	19.
	Standards are best measured when they can be made quantifiable. 
 
TRUE
Standards may be narrow or broad, and they can be set for almost anything, although they are best measured when they can be made quantifiable.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	20.
	Performance measures can be obtained through personal observation. 
 
TRUE
Performance measures are usually obtained from three sources: (1) written reports, including computerized printouts; (2) oral reports, as in a salesperson's weekly recitation of accomplishments to the sales manager; and (3) personal observation, as when a manager takes a stroll of the factory floor to see what employees are doing.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	21.
	A maximum 2% deviation from the standard is the acceptable level prescribed for control systems. 
 
FALSE
The acceptable deviation depends on the range of variation built into the standards when they were set.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	22.
	Management by exception is a control principle that states that managers should be informed of a situation only if data show a significant deviation from standards. 
 
TRUE
Management by exception is a control principle that states that managers should be informed of a situation only if data show a significant deviation from standards.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	23.
	When performance exceeds the standards set in the control systems, managers should take no action. 
 
FALSE
When performance meets or exceeds the standards set, managers should give rewards, ranging from giving a verbal "Job well done" to more substantial payoffs such as raises, bonuses, and promotions to reinforce good behavior.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	24.
	The three levels of control are strategic, tactical, and operational. 
 
TRUE
The three levels of control, which correspond to the three principal managerial levels, are strategic, tactical, and operational.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 1 Easy
Topic: Levels and Areas of Control
 



	25.
	Strategic control is monitoring performance to ensure that day-to-day goals are being met and taking corrective action when needed. 
 
FALSE
Strategic control is monitoring performance to ensure that strategic plans are being implemented and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 1 Easy
Topic: Levels and Areas of Control
 



	26.
	Tactical control is monitoring performance to ensure that divisional or departmental plans are being implemented and taking corrective action as needed. 
 
TRUE
Tactical control is monitoring performance to ensure that tactical plans, those at the divisional or departmental level, are being implemented and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 1 Easy
Topic: Levels and Areas of Control
 



	27.
	Middle-level managers are responsible for operational control. 
 
FALSE
Operational control is done mainly by first-level managers, those with titles such as "department head," "team leader," or "supervisor."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	28.
	An equipment control that monitors the use of computers is part of the informational area of organizational control. 
 
FALSE
The physical area of organizational control includes buildings, equipment, and tangible products. Examples include equipment controls to monitor the use of computers, cars, and other machinery.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	29.
	Drug tests at hiring are an example of the human resources area of organizational control. 
 
TRUE
The controls used to monitor employees in the human resources area of organizational control include personality tests and drug testing for hiring, performance tests during training, performance evaluations to measure work productivity, and employee surveys to assess job satisfaction and leadership.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	30.
	Bureaucratic control is characterized by the use of rules, regulations, and formal authority to guide performance. 
 
TRUE
Bureaucratic control is an approach to organizational control that is characterized by use of rules, regulations, and formal authority to guide performance.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 1 Easy
Topic: Levels and Areas of Control
 



	31.
	Decentralized control is most appropriate for an organization in which the tasks are explicit and certain. 
 
FALSE
Bureaucratic control works well in organizations in which the tasks are explicit and certain. While rigid, it can be an effective means of ensuring that performance standards are being met.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	32.
	Except for in rare instances, employees at McLaren Professional Painting take responsibility for their own work and how it is done, rather than being governed by a rigid set of rules. McLaren is using bureaucratic control. 
 
FALSE
Decentralized control is an approach to organizational control that is characterized by informal and organic structural arrangements, the opposite of bureaucratic control. This form of control aims to get increased employee commitment, using the corporate culture, group norms, and workers taking responsibility for their performance.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 3 Hard
Topic: Levels and Areas of Control
 



	33.
	The balanced scorecard, also known as the triple bottom line, gives top managers a fast but comprehensive view of the organization via three indicators. 
 
FALSE
The balanced scorecard gives top managers a fast but comprehensive view of the organization via four indicators: (1) customer satisfaction, (2) internal processes, (3) innovation and improvement activities, and (4) financial measures.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 1 Easy
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	34.
	Social responsibility and ethics make up one of the four indicators used in the balanced scorecard. 
 
FALSE
The balanced scorecard gives top managers a fast but comprehensive view of the organization via four indicators: (1) customer satisfaction, (2) internal processes, (3) innovation and improvement activities, and (4) financial measures.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 1 Easy
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	35.
	Financial measures like quarterly sales figures are not adequate for gauging changes in contemporary value-creating activities. 
 
TRUE
Financial measures such as quarterly sales have been criticized as being shortsighted and not reflecting contemporary value-creating activities. Moreover, critics say that traditional financial measures don't improve customer satisfaction, quality, or employee motivation.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	36.
	Computer information systems are helpful in the internal business perspective of the balanced scorecard. 
 
TRUE
The internal business perspective is what the company must do internally to meet its customers' expectations. These are business processes such as quality, employee skills, and productivity. Top management's judgment about key internal processes must be linked to measures of employee actions at the lower levels. Computer information systems can help, for example, in identifying late deliveries, tracing the problem to a particular plant.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	37.
	A strategy map is a visual representation of the four perspectives of the balanced scorecard that enables managers to communicate their goals. 
 
TRUE
A strategy map is a visual representation of the four perspectives of the balanced scorecard that enables managers to communicate their goals so that everyone in the company can understand how their jobs are linked to the overall objectives of the organization.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 1 Easy
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	38.
	Strategy maps show the cause-and-effect links between environmental factors and preferred strategy. 
 
FALSE
As Kaplan and Norton state, "Strategy maps show the cause-and-effect links by which specific improvements create desired outcomes," such as objectives for revenue growth, targeted customer markets, the role of excellence and innovation in products, and so on.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	39.
	Measurement-managed companies are those in which senior management agrees on measureable criteria to determine strategic success. 
 
TRUE
In a survey, measurement-managed companies were those in which senior management reportedly agreed on measurable criteria for determining strategic success, and management updated and reviewed semiannual performance measures in three or more of six primary performance areas. The six areas were financial performance, operating efficiency, customer satisfaction, employee performance, innovation/change, and community/environment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	40.
	One of the reasons that measurement-managed firms succeed is that their organizational cultures tend to minimize risk taking. 
 
FALSE
Managers in measurement-managed companies more frequently reported strong teamwork and cooperation among the management team and more willingness to take risks.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	41.
	Informal feedback systems interfere with effective measurement. 
 
TRUE
Managers put too much trust in informal feedback systems. Managers tend to overrate feedback mechanisms such as customer complaints or sales-force criticisms about products. But these mechanisms aren't necessarily accurate.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	42.
	A formal financial projection is known as a budget. 
 
TRUE
A budget is a formal financial projection. It states an organization's planned activities for a given period of time in quantitative terms, such as dollars, hours, or number of products.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	43.
	The most popular form of budgeting is known as zero-based budgeting. 
 
FALSE
Managers can take essentially two budget-planning approaches. One of them, zero-based budgeting (ZBB), which forces each department to start from zero in projecting funding needs, is no longer favored. Incremental budgeting is mainly used now.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	44.
	Incremental budgeting requires setting up many budgets based on short periods, which together make up the full resource requirement. 
 
FALSE
Incremental budgeting allocates increased or decreased funds to a department by using the last budget period as a reference point; only incremental changes in the budget request are reviewed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	45.
	One difficulty with incremental budgets is that they tend to lock departments into stable spending arrangements. 
 
TRUE
One difficulty is that incremental budgets tend to lock departments into stable spending arrangements; they are not flexible in meeting environmental demands.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	46.
	An expense budget anticipates investment in major assets such as land, buildings, and major equipment. 
 
FALSE
A capital expenditures budget anticipates investments in major assets such as land, buildings, and major equipment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	47.
	A fixed budget does not allow for adjustment over time except when there are pertinent changes in the environment. 
 
FALSE
A fixed budget allocates resources on the basis of a single estimate of costs. That is, there is only one set of expenses; the budget does not allow for adjustment over time. A variable budget allows the allocation of resources to vary in proportion with various levels of activity. That is, the budget can be adjusted over time to accommodate pertinent changes in the environment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	48.
	A variable budget allows the allocation of resources to vary in proportion with various levels of activity. 
 
TRUE
A variable budget allows the allocation of resources to vary in proportion with various levels of activity. That is, the budget can be adjusted over time to accommodate pertinent changes in the environment.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	49.
	A balance sheet summarizes an organization's overall financial worth at a specific point in time. 
 
TRUE
A balance sheet summarizes an organization's overall financial worth, or its assets and liabilities, at a specific point in time.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	50.
	A cash flow statement summarizes an organization's financial results over a specified period of time. 
 
FALSE
The income statement summarizes an organization's financial results, its revenues and expenses, over a specified period of time, such as a quarter or a year.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	51.
	The practice of evaluating financial ratios to determine an organization's financial health is called viability analysis. 
 
FALSE
Managers often use ratio analysis, the practice of evaluating financial ratios, to determine an organization's financial health.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	52.
	The task of external auditors is to verify that the organization, in preparing its financial statements, followed generally accepted accounting principles. 
 
TRUE
External auditors are certified public accountants (CPAs) who work for an accounting firm that is independent of the organization being audited. Their task is to verify that the organization, in preparing its financial statements and in determining its assets and liabilities, followed generally accepted accounting principles.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	53.
	An internal audit is a verification of an organization's financial accounts and statements by the organization's own professional staff. 
 
TRUE
An internal audit is a verification of an organization's financial accounts and statements by the organization's own professional staff.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	54.
	A principle of Deming management is that quality should be aimed at the needs of the worker. 
 
FALSE
One of Deming's principles is that quality should be aimed at the needs of the consumer. "The consumer is the most important part of the production line," Deming wrote. Thus, the efforts of individual workers in providing the product or service should be directed toward meeting the needs and expectations of the ultimate user.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	55.
	In Deming's PDCA cycle, "A" stands for "act," which means to implement the change or make a small scale test. 
 
FALSE
The PDCA cycle is a plan-do-check-act cycle using observed data for continuous improvement of operations (see Figure 16.7). "Do" means to implement the change or make a small-scale test.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	56.
	The two core principles of TQM are people orientation and improvement orientation. 
 
TRUE
The two core principles of TQM are: (1) people orientation, in which everyone involved with the organization should focus on delivering value to customers and (2) improvement orientation, in which everyone should work on continuously improving the work processes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	57.
	TQM assumes that, if given empowerment, employees will focus on strategic goal setting. 
 
FALSE
The people orientation of TQM has several assumptions, one of which is that people will focus on quality if given empowerment. The reasoning here is that the people actually involved with the product or service are in the best position to detect opportunities for quality improvements.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	58.
	TQM assumes that it's better to make small improvement all the time. 
 
TRUE
The improvement orientation of TQM has several assumptions, one of which is that it's better to do small improvements all the time. This is the assumption that continuous improvement must be an everyday matter, that no improvement is too small, and that there must be an ongoing effort to make things better a little bit at a time all the time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	59.
	The RATER scale enables customers to rate the quality of manufactured goods along five dimensions. 
 
FALSE
The RATER scale enables customers to rate the quality of a service along the five dimensions of reliability, assurance, tangibles, empathy, and responsiveness (abbreviated RATER), each on a scale from 1 (for very poor) to 10 (for very good).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	60.
	On her first visit to a new doctor's office, Melanie noted the fine furniture in the lobby and the crisp white coats that each of the staff wore. She was judging the tangibles dimension of the RATER scale. 
 
TRUE
The RATER scale enables customers to rate the quality of a service along the five dimensions of reliability, assurance, tangibles, empathy, and responsiveness (abbreviated RATER), each on a scale from 1 (for very poor) to 10 (for very good). The dimension known as tangibles pertains to judging physical facilities, equipment, and the appearance of personnel.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 3 Hard
Topic: Total Quality Management
 



	61.
	Twice daily, factory workers at Teller Copperworks select random samples from the production runs and test them for quality, rejecting runs if too many samples fall outside a standard range of acceptability. These workers are engaged in benchmarking. 
 
FALSE
Benchmarking is a process by which a company compares its performance with the best practices of high-performing organizations. The question is describing statistical process control.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 3 Hard
Topic: Total Quality Management
 



	62.
	Reduced cycle time means a reduction in steps in a work process. 
 
TRUE
Reduced cycle time is the reduction in steps in a work process, such as fewer authorization steps required to grant a contract to a supplier.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	63.
	Gulf Satellite has restructured its procedures for service calls, reducing the number of steps involved so that employees can finish each call faster. Gulf has engaged in reduced cycle time. 
 
TRUE
TQM puts emphasis on increasing the speed with which an organization's operations and processes can be performed. This is known as reduced cycle time, or reduction in steps in a work process, such as fewer authorization steps required to grant a contract to a supplier.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 3 Hard
Topic: Total Quality Management
 



	64.
	Though ISO 9000 can help a company improve its processes, unfortunately this quality designation is only accepted currently by the United States. 
 
FALSE
The ISO 9000 designation is now recognized by more than 100 countries around the world, and a quarter of the corporations around the globe insist that suppliers have ISO 9000 certification.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	65.
	According to Six Sigma, 99% perfect is the threshold for accepting defects in manufacturing and service-related products. 
 
FALSE
Six Sigma means being 99.9997% perfect. By contrast, Three Sigma or Four Sigma means settling for 99% perfect, which is the equivalent of no electricity for 7 hours each month, two short or long landings per day at each major airport, or 5,000 incorrect surgical operations per week.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	66.
	Lean Six Sigma focuses on problem solving and performance improvement. 
 
TRUE
Lean Six Sigma focuses on problem solving and performance improvement, or speed with excellence, of a well-defined project.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	67.
	Managers should develop control standards when they are developing strategic plans. 
 
TRUE
Control systems support strategic plans and are concentrated on significant activities that will make a real difference to the organization. Thus, when managers are developing strategic plans for achieving strategic goals, that is the point at which they should pay attention to developing control standards that will measure how well the plans are being achieved.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 2 Medium
Topic: Managing Control Effectively
 



	68.
	Control systems should leave no room for individual judgment. 
 
FALSE
Control systems must leave room for individual judgment, so that they can be modified when necessary to meet new requirements. In other words, control systems should be flexible.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 2 Medium
Topic: Managing Control Effectively
 



	69.
	Employees frustrated by too much control in the workplace may turn to sabotage of the control process. 
 
TRUE
Allowing employees too little discretion for analysis and interpretation may lead to employee frustration, particularly among professionals, such as college professors and medical doctors. Their frustration may lead them to ignore or try to sabotage the control process.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 2 Medium
Topic: Managing Control Effectively
 



	70.
	Control systems are significantly improved by focusing them on reporting. 
 
FALSE
A specific kind of misdirection of control effort is management emphasis on getting reports done, to the exclusion of other performance activity. Reports are not the be-all and end-all. Undue emphasis on reports can lead to too much focus on quantification of results and even to falsification of data.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 2 Medium
Topic: Managing Control Effectively
 


 

Multiple Choice Questions 
 
	71.
	Reema was recently promoted to facilities director at Harvest Processing. Which of the following should she do immediately as she tries to improve productivity? 
 

	A. 
	Use the established technology with which her employees are most familiar.



	B. 
	Rotate all personnel so that each has an opportunity to try something new.



	C. 
	Hire new employees such that they are similar to those already on the team.



	D. 
	Immediately cut costs.



	E. 
	Establish a system of measurement.


One suggestion for improving productivity is to establish base points, set goals, and measure results. To be able to tell whether your work unit is becoming more productive, you need to establish systems of measurement.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 3 Hard
Topic: Managing for Productivity
 



	72.
	Which of the following is a challenge a manager will deal with in the 21st century? 
 

	A. 
	Sustainability



	B. 
	Employee revolts



	C. 
	Economic stagnation



	D. 
	Leadership vacuums



	E. 
	Religious issues


A manager in the 21st century will operate in a complex environment in which he or she will need to deal with seven challenges, managing for (1) competitive advantage, (2) diversity, (3) globalization, (4) information technology, (5) ethical standards, (6) sustainability, and (7) your own happiness and life goals.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	73.
	Which of the following is a primary function of management? 
 

	A. 
	Communicating



	B. 
	Organizing



	C. 
	Cooperating



	D. 
	Globalizing



	E. 
	Influencing


The four management functions are planning, organizing, leading, and controlling.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 1 Easy
Topic: Managing for Productivity
 



	74.
	Productivity equals 
 

	A. 
	labor, capital, energy, and materials, divided by goods and services produced.



	B. 
	goods and services and energy and materials, divided by labor and capital produced.



	C. 
	labor, energy, and capital, divided by goods, services, and materials.



	D. 
	goods and services produced, divided by labor, capital, energy, and materials.



	E. 
	energy and materials, divided by labor and capital.


Productivity is defined by the formula of outputs divided by inputs for a specified period of time. Outputs are all the goods and services produced. Inputs are not only labor but also capital, materials, and energy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	75.
	Managers can increase overall productivity by 
 

	A. 
	decreasing efficiency of capital.



	B. 
	increasing energy.



	C. 
	increasing the efficiency of materials.



	D. 
	decreasing the efficiency of labor.



	E. 
	decreasing outputs.


Managers can increase overall productivity by making substitutions or increasing the efficiency of any one element: labor, capital, materials, or energy.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	76.
	Which of the following has been a primary source of productivity gains in the years 1995 to 2001? 
 

	A. 
	Reduced standards of living.



	B. 
	Recessionary spending.



	C. 
	Reemphasis on ethical business behaviors.



	D. 
	Enterprise resource planning software systems.



	E. 
	Reduced costs of raw materials through globalization.


From 1995 to 2001, labor productivity in services grew at a 2.6% rate (outpacing the 2.3% for goods-producing sectors), the result, economists think, of information technology. In particular, many companies have implemented enterprise resource planning (ERP) software systems, information systems for integrating virtually all aspects of a business.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 2 Medium
Topic: Managing for Productivity
 



	77.
	Which of the following best describes ERP systems? 
 

	A. 
	Information systems that integrate all aspects of business.



	B. 
	Comprehensive systems for identifying and measuring changes in productivity.



	C. 
	Popular recruiting systems that help to maximize diversity in the workplace.



	D. 
	Training systems for employees that allow self-discovery and correction of weaknesses.



	E. 
	Control systems in which managers are made aware of all deviations from standards.


Many companies have implemented enterprise resource planning (ERP) software systems, information systems for integrating virtually all aspects of a business, helping managers stay on top of the latest developments.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 1 Easy
Topic: Managing for Productivity
 



	78.
	______ is defined as monitoring performance, comparing it with goals, and taking corrective action as needed. 
 

	A. 
	Measuring



	B. 
	Controlling



	C. 
	Organizing



	D. 
	Leading



	E. 
	Planning


Controlling is defined as monitoring performance, comparing it with goals, and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	79.
	Corrine, a customer service manager, tracks monthly complaints and has been trying over the past six months to reduce them to fewer than 0.2% with additional training for her staff. She is engaged in 
 

	A. 
	controlling.



	B. 
	organizing.



	C. 
	measuring.



	D. 
	leading.



	E. 
	planning.


Controlling is defined as monitoring performance, comparing it with goals, and taking corrective action as needed. Corrine is undertaking this process with customer complaints, one measure of performance.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 3 Hard
Topic: Control: When Managers Monitor Performance
 



	80.
	Which of the following is not one of the reasons that control is needed in an organization? 
 

	A. 
	To adapt to change and uncertainty.



	B. 
	To eliminate the need for teamwork.



	C. 
	To detect opportunities.



	D. 
	To deal with complexity.



	E. 
	To decentralize decision making.


Figure 16.3 shows the six reasons for control in an organization, one of which is to decentralize decision making and facilitate teamwork.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	81.
	Carlyon Land Development has effective control processes, allowing its managers to discover ______ in bookkeeping right away, before a would-be embezzler could seriously affect its business. 
 

	A. 
	team problems



	B. 
	a potential merger



	C. 
	competence



	D. 
	a tax break



	E. 
	irregularities


One reason control is needed is that it helps you to discover irregularities and errors. Cost overruns, manufacturing defects, employee turnover, bookkeeping errors, and customer dissatisfaction may be tolerable in the short run. But in the long run, they can bring about even the downfall of an organization.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 3 Hard
Topic: Control: When Managers Monitor Performance
 



	82.
	Which of the following is a step in the control process? 
 

	A. 
	Complete a job redesign.



	B. 
	Evaluate opportunities.



	C. 
	Establish standards.



	D. 
	Implement TQM.



	E. 
	Compare work units to one another.


The four control process steps are (1) establish standards; (2) measure performance; (3) compare performance to standards; and (4) take corrective action, if necessary (see Figure 16.4).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	83.
	Standards are best measured when they are 
 

	A. 
	broad.



	B. 
	efficient.



	C. 
	narrow.



	D. 
	quantifiable.



	E. 
	ethical.


A control standard, or performance standard, or simply standard, is the desired performance level for a given goal. Standards may be narrow or broad, and they can be set for almost anything, although they are best measured when they can be made quantifiable.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	84.
	Which of the following standards is the most difficult to measure directly? 
 

	A. 
	An increase in insurance policies sales month to month.



	B. 
	Stable material costs.



	C. 
	More effective teamwork.



	D. 
	0.5% of products rejected for poor quality.



	E. 
	Reduced energy costs compared to the same month last year.


More subjective standards, such as level of employee morale, can be set, although they may have to be expressed more quantifiably as reduced absenteeism and sick days and increased job applications.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 3 Hard
Topic: Control: When Managers Monitor Performance
 



	85.
	The amount of acceptable deviation from a standard, determined when the standard was established, is called the 
 

	A. 
	span of exception.



	B. 
	range of variation.



	C. 
	breadth control.



	D. 
	benchmark.



	E. 
	zero-based control.


How much deviation is acceptable depends on the range of variation built in to the standards in the establishment of those standards.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 1 Easy
Topic: Control: When Managers Monitor Performance
 



	86.
	Which of the following may be done as corrective action in the control process? 
 

	A. 
	Evaluate performance.



	B. 
	Revise standards.



	C. 
	Compare performance to standards.



	D. 
	Align processes with goals.



	E. 
	Establish standards.


In the corrective action step, when performance falls short of the standard, managers should examine the reasons why and take appropriate action. Sometimes it may turn out the standards themselves were unrealistic, owing to changing conditions, in which case the standards need to be altered.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	87.
	Jimmy's supervisor noticed that he was struggling with the computerized setup for production runs at his new job. The supervisor sat next to him while he tried it again and gave suggestions for improvement. The supervisor is doing which step of the control process? 
 

	A. 
	Compare performance to standards.



	B. 
	Establish standards.



	C. 
	Take corrective action.



	D. 
	Measure performance.



	E. 
	Control productivity.


In the corrective action step, when performance falls short of the standard, managers should examine the reasons why and take appropriate action. Sometimes employees may need more attention from management if they have been performing inadequately.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 3 Hard
Topic: Control: When Managers Monitor Performance
 



	88.
	At UPS, delivery ______ vary according to whether a route is urban, suburban, or rural in nature. 
 

	A. 
	RATER scales



	B. 
	ratio analyses



	C. 
	standards



	D. 
	PDCA cycles



	E. 
	strategy maps


UPS establishes certain standards for its drivers that set projections for the number of miles driven, deliveries, and pickups. However, because conditions vary depending on whether routes are urban, suburban, or rural, standards vary for different routes.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	89.
	Tactical control is performed mainly by 
 

	A. 
	middle managers.



	B. 
	top managers.



	C. 
	the CEO.



	D. 
	first-level managers.



	E. 
	team leaders.


Tactical control is done mainly by middle managers, those with such titles as "division head," "plant manager," and "branch sales manager."


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	90.
	Monitoring performance to ensure that day-to-day goals are being implemented and taking corrective action as needed is known as ______ control. 
 

	A. 
	strategic



	B. 
	functional



	C. 
	tactical



	D. 
	operational



	E. 
	managerial


Operational control is monitoring performance to ensure that operational plans, or day-to-day goals, are being implemented and taking corrective action as needed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 1 Easy
Topic: Levels and Areas of Control
 



	91.
	Typically, operational control is accomplished through reports issued 
 

	A. 
	daily.



	B. 
	weekly.



	C. 
	monthly.



	D. 
	quarterly or less frequently.



	E. 
	randomly.


Operational control is monitoring performance to ensure that operational plans, or day-to-day goals, are being implemented and taking corrective action as needed. Reporting is done on a daily basis.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	92.
	A sales forecast is an example of an organizational control from the _____ area. 
 

	A. 
	physical



	B. 
	informational



	C. 
	human resources



	D. 
	financial



	E. 
	capital


Production schedules, sales forecasts, environmental impact statements, analyses of competition, and public relations briefings are all controls on an organization's various information resources.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	93.
	Tara was required to take a word processing test as part of her application for an executive assistant position. This control is part of the ______ area. 
 

	A. 
	human resources



	B. 
	physical



	C. 
	financial



	D. 
	informational



	E. 
	structural


The human resources area controls used to monitor employees include personality tests and drug testing for hiring, performance tests during training, performance evaluations to measure work productivity, and employee surveys to assess job satisfaction and leadership.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 3 Hard
Topic: Levels and Areas of Control
 



	94.
	Which of the following is an example of an informational resource control? 
 

	A. 
	A personality test



	B. 
	A delivery-tracking system



	C. 
	A debt-repayment schedule



	D. 
	A leadership survey



	E. 
	A competition analysis


Production schedules, sales forecasts, environmental impact statements, analyses of competition, and public relations briefings are all controls on an organization's various information resources.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	95.
	Which of the following is the best example of bureaucratic control? 
 

	A. 
	Southwest Airlines



	B. 
	U.S. Army



	C. 
	General Electric



	D. 
	Levi Strauss



	E. 
	Ritz Carlton


The foremost example of use of bureaucratic control is perhaps the traditional military organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	96.
	Eileen manages employees at Maui Tours and Lodging. She has noticed that one of her employees submits via the computer system the same suggestions for continuous improvement multiple times, knowing that performance is evaluated on the number of suggestions only. This problem is typical of ______ control. 
 

	A. 
	clan



	B. 
	market



	C. 
	decentralized



	D. 
	bureaucratic



	E. 
	functional


Bureaucratic control may not be effective if people are looking for ways to stay out of trouble by simply following the rules, or if they try to beat the system by manipulating performance reports, or if they try to actively resist bureaucratic constraints.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 3 Hard
Topic: Levels and Areas of Control
 



	97.
	______ control is an approach to organizational control that is characterized by informal and organic structural arrangements. 
 

	A. 
	Decentralized



	B. 
	Functional



	C. 
	Relational



	D. 
	Bureaucratic



	E. 
	Market


Decentralized control is an approach to organizational control that is characterized by informal and organic structural arrangements.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 1 Easy
Topic: Levels and Areas of Control
 



	98.
	Which of the following areas of control for organizations exerts informal control? 
 

	A. 
	Structural



	B. 
	Human resources



	C. 
	Informational



	D. 
	Cultural



	E. 
	Competitive


The cultural area is an informal method of control. It influences the work process and levels of performance through the set of norms that develop as a result of the values and beliefs that constitute an organization's culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	99.
	Some managers use _____, which provides four indicators with which organizations can set goals and measure performance. 
 

	A. 
	the balanced scorecard



	B. 
	a strategic map



	C. 
	measurement management



	D. 
	a strategic scorecard



	E. 
	evidence-based management


The balanced scorecard establishes (a) goals and (b) performance measures according to four "perspectives" or areas: financial, customer, internal business, and innovation and learning (see Figure 16.5).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	100.
	Which of the following is a perspective of the balanced scorecard? 
 

	A. 
	Internal weaknesses



	B. 
	Innovation and learning



	C. 
	External processes



	D. 
	Stakeholder satisfaction



	E. 
	Collaboration and teamwork


The balanced scorecard establishes (a) goals and (b) performance measures according to four "perspectives" or areas: financial, customer, internal business, and innovation and learning (see Figure 16.5).


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	101.
	Examining how the organization looks to shareholders is part of which of the balanced scorecard perspectives? 
 

	A. 
	External perspective



	B. 
	Customer perspective



	C. 
	Financial perspective



	D. 
	Internal business perspective



	E. 
	Innovation and learning perspective


The financial perspective asks the question, "How do we look to shareholders?" Typical financial goals have to do with profitability, growth, and shareholder values.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	102.
	Which balanced scorecard perspectives helps top management's judgment to be better linked to measures of employee actions at lower levels? 
 

	A. 
	Operational perspective



	B. 
	Financial perspective



	C. 
	Customer perspective



	D. 
	Internal business perspective



	E. 
	Innovation and learning perspective


The internal business perspective translates what the company must do internally to meet its customers' expectations. These are business processes such as quality, employee skills, and productivity. Top management's judgment about key internal processes must be linked to measures of employee actions at the lower levels, such as time to process customer orders, get materials from suppliers, produce products, and deliver them to customers.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	103.
	According to Kaplan and Norton, "_______ show the cause-and-effect links by which specific improvements create desired outcomes." 
 

	A. 
	Positioning maps



	B. 
	Strategy maps



	C. 
	Multidimensional maps



	D. 
	Customer maps



	E. 
	Graphical interface maps


As Kaplan and Norton state, "Strategy maps show the cause-and-effect links by which specific improvements create desired outcomes," such as objectives for revenue growth, targeted customer markets, the role of excellence and innovation in products, and so on.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	104.
	Which of the following is a mechanism that contributes to a measurement-managed company's success? 
 

	A. 
	Using mostly "soft" objectives that are not quantifiable.



	B. 
	Measuring activities of all types.



	C. 
	Developing the measurement systems without interference from employees.



	D. 
	Trusting in informal feedback systems.



	E. 
	Developing alignment between individual, unit, and strategic performance.


One of the four mechanisms that contributes to the success of measurement-managed firms is better focus and alignments. Measurement-managed companies reported more frequently that unit (division or department) performance measures were linked to strategic company measures and that individual performance measures were linked to unit measures.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	105.
	Which of the following is a frequent barrier to effective measurement? 
 

	A. 
	Communication is bureaucratic.



	B. 
	Top executives create the organization's strategy.



	C. 
	The organizational culture overemphasizes teamwork.



	D. 
	Employees resist new measurement systems.



	E. 
	The organizational culture allows too much risk taking.


One barrier to effective measurement is that employees resist new measurement systems. Employees want to see how well measures work before they are willing to tie their financial futures to them. Measurement-managed companies involve the workforce in developing measures.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	106.
	A budget that allocates increased or decreased funds to a department by using the last budget period as a reference point is called a(n) 
 

	A. 
	standardized budget.



	B. 
	incremental budget.



	C. 
	zero-based budget.



	D. 
	fixed budget.



	E. 
	tactical budget.


Incremental budgeting allocates increased or decreased funds to a department by using the last budget period as a reference point; only incremental changes are reviewed.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	107.
	One characteristic of incremental budgeting is that it 
 

	A. 
	allows comparison using various units, like labor hours and dollars.



	B. 
	is flexible towards changing environmental demands.



	C. 
	locks managers into stable spending arrangements.



	D. 
	allows easy comparison of different departments doing different activities.



	E. 
	requires more time from managers than zero-based budgeting.


One difficulty of incremental budgeting is that incremental budgets tend to lock departments into stable spending arrangements; they are not flexible in meeting environmental demands.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	108.
	A(n) ______ budget projects what an organization will create in goods and services, what financial resources are needed, and what income is expected. 
 

	A. 
	expense



	B. 
	revenue



	C. 
	cash



	D. 
	operating



	E. 
	cash flow


An operating budget projects what an organization will create in goods or services, what financial resources are needed, and what income is expected.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	109.
	A budget that allocates resources on the basis of a single estimate of costs is called a(n) ______ budget. 
 

	A. 
	unitary



	B. 
	zero-based



	C. 
	cash



	D. 
	fixed



	E. 
	incremental


Also known as a static budget, a fixed budget allocates resources on the basis of a single estimate of costs.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 1 Easy
Topic: Some Financial Tools for Control
 



	110.
	The type of budget that can be adjusted over time for changing environmental conditions is known as a(n) ______ budget. 
 

	A. 
	variable



	B. 
	incremental



	C. 
	zero-based



	D. 
	operating



	E. 
	cash


Also known as a flexible budget, a variable budget allows the allocation of resources to vary in proportion with various levels of activity. That is, the budget can be adjusted over time to accommodate pertinent changes in the environment.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	111.
	At Camden Windows and Doors, orders have significantly exceeded projections, and Nischal, the operations director, has decided to hire for a third shift in the plant. Nischal is clearly operating with the use of a(n) ______ budget. 
 

	A. 
	zero-based



	B. 
	incremental



	C. 
	variable



	D. 
	fixed



	E. 
	cash


Also known as a flexible budget, a variable budget allows the allocation of resources to vary in proportion with various levels of activity. That is, the budget can be adjusted over time to accommodate pertinent changes in the environment.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 3 Hard
Topic: Some Financial Tools for Control
 



	112.
	Current assets, fixed assets, and liabilities are all part of an organization's 
 

	A. 
	capital expenditures budget.



	B. 
	balance sheet.



	C. 
	income statement.



	D. 
	expense budget.



	E. 
	cash flow statement.


A balance sheet summarizes an organization's overall financial worth, or in other words, its assets and liabilities, at a specific point in time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	113.
	Profits or losses incurred by an organization are represented in its 
 

	A. 
	income statement.



	B. 
	expense budget.



	C. 
	ratio analysis.



	D. 
	capital expenditures budget.



	E. 
	balance sheet.


The income statement summarizes an organization's financial results, or its revenues and expenses, over a specified period of time, such as a quarter or a year. The difference between revenues and expenses, called the bottom line, represents the profits or losses incurred over the specified period of time.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	114.
	______ ratios can help an organization to detect if it has obsolete or excessive inventory on hand. 
 

	A. 
	Return



	B. 
	Liquidity



	C. 
	Debt management



	D. 
	Asset management



	E. 
	Activity


Asset management ratios indicate how effectively an organization is managing its assets, such as whether it has obsolete or excess inventory on hand.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	115.
	ROI is a(n) 
 

	A. 
	liquidity ratio.



	B. 
	return ratio.



	C. 
	cash ratio.



	D. 
	asset management ratio.



	E. 
	debt management ratio.


Return ratios, often called return on investment (ROI) or return on assets (ROA), indicate how effective management is in generating a return, or profits, on its assets.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	116.
	Which of the following is not characteristic of an external audit? 
 

	A. 
	Primarily used when management suspects embezzlement.



	B. 
	Performed by CPAs.



	C. 
	Performed by an independent organization.



	D. 
	Verifies that generally accepted accounting principles have been followed.



	E. 
	Verifies the accuracy and fairness of financial statements.


A function of auditing is verifying the accuracy and fairness of financial statements but is also a tool for management decision making. An external audit is a formal verification of a firm's financial accounts and statements by outside experts. The auditors are certified public accountants (CPAs) who work for an accounting firm that is independent of the organization being audited. Their task is to verify that the organization, in preparing its financial statements and in determining its assets and liabilities, followed generally accepted accounting principles.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	117.
	Which of the following is not a principle of Deming management? 
 

	A. 
	Quality should be aimed at the needs of the consumer.



	B. 
	Companies should aim at improving the system.



	C. 
	Improved quality leads to increased market share.



	D. 
	Quality can be improved on the basis of hard data.



	E. 
	Companies should determine which workers are to blame for problems.


Deming management proposed these ideas: 1. Quality should be aimed at the needs of the consumer. 2. Companies should aim at improving the system, not blaming workers. 3. Improved quality leads to increased market share, company prospects, and employment. 4. Quality can be improved on the basis of hard data, using the PDCA cycle.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	118.
	Which of the following is part of Deming's PDCA cycle? 
 

	A. 
	Process



	B. 
	Direct



	C. 
	Apply



	D. 
	Check



	E. 
	Decide


The PDCA cycle is a plan-do-check-act cycle using observed data for continuous improvement of operations (see Figure 16.7).


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	119.
	TQM is defined as a comprehensive approach dedicated to continuous 
 

	A. 
	measurement of quantifiable goals and quick corrections.



	B. 
	quality improvement, training, and customer satisfaction.



	C. 
	product innovation and organizational learning, over fast cycles.



	D. 
	customer input into management strategy and decision making.



	E. 
	focus on components of service success: tangibles, questions, and margins.


Total quality management (TQM) is defined as a comprehensive approach, led by top management and supported throughout the organization, dedicated to continuous quality improvement, training, and customer satisfaction.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	120.
	TQM has two core principles: 
 

	A. 
	Employee commitment and customer satisfaction.



	B. 
	Financial health and financial stability.



	C. 
	People orientation and improvement orientation.



	D. 
	Management and leadership.



	E. 
	Radical innovation and continuous improvement.


The two core principles of TQM are: (1) people orientation, in which everyone involved with the organization should focus on delivering value to customers and (2) improvement orientation, in which everyone should work on continuously improving the work processes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	121.
	A team that meets to solve a onetime problem is called a 
 

	A. 
	continuous improvement team.



	B. 
	work group.



	C. 
	self-managed team.



	D. 
	special-purpose team.



	E. 
	department.


Sometimes an organization needs a special-purpose team to meet to solve a special or onetime problem. The team then disbands after the problem is solved.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	122.
	Thurmond Paper Mills convened a team to help the organization determine a course of action in the wake of a forest fire that temporarily closed access to its mountain satellite office. This is an example of a 
 

	A. 
	cross-functional team.



	B. 
	special-purpose team.



	C. 
	JIT team.



	D. 
	self-managed team.



	E. 
	continuous improvement team.


Sometimes an organization needs a special-purpose team to meet to solve a special or onetime problem. The team then disbands after the problem is solved.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 3 Hard
Topic: Total Quality Management
 



	123.
	The process of instituting ongoing small, incremental improvements in all parts of an organization is called 
 

	A. 
	MBO.



	B. 
	reengineering.



	C. 
	radical innovation.



	D. 
	MBWA.



	E. 
	continuous improvement.


Continuous improvement is defined as ongoing small, incremental improvements in all parts of an organization, including all products, services, functional areas, and work processes.


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	124.
	Employees' knowledge, courtesy, and ability to convey trust and confidence make up which dimension of the RATER scale? 
 

	A. 
	Reliability



	B. 
	Assurance



	C. 
	Tangibles



	D. 
	Empathy



	E. 
	Responsiveness


The meaning of the RATER dimension of assurance is the employees' knowledge, courtesy, and ability to convey trust and confidence.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	125.
	Installing quality-control procedures that can be audited by independent quality-control experts is fundamental to 
 

	A. 
	ISO 14000.



	B. 
	restructuring.



	C. 
	reduced cycle time.



	D. 
	ISO 9000.



	E. 
	statistical process control.


The ISO 9000 series consists of quality-control procedures companies must install, from purchasing to manufacturing to inventory to shipping, that can be audited by independent quality-control experts, or "registrars."


 
	AACSB: Analytic
Blooms: Remember
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 1 Easy
Topic: Total Quality Management
 



	126.
	At New Haven Medical Devices, Nico pulls six samples an hour from an assembly line to examine them for quality defects. If he finds any, he makes adjustments to various pieces of equipment in his area. Nico's job involves 
 

	A. 
	statistical process control.



	B. 
	benchmarking.



	C. 
	reduced cycle time.



	D. 
	feedforward control.



	E. 
	strategic control.


Statistical process control uses periodic random samples from production runs (like those Nico takes) to see if quality is being maintained within a standard range of acceptability.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 3 Hard
Topic: Total Quality Management
 



	127.
	Which of the following is not a common characteristic of successful control systems? 
 

	A. 
	Results oriented



	B. 
	Realistic



	C. 
	Encouragement of self-control



	D. 
	Flexible



	E. 
	Emphasis on accountability


Successful control systems have a number of common characteristics: (1) They are strategic and results oriented. (2) They are timely, accurate, and objective. (3) They are realistic, positive, and understandable, and they encourage self-control. (4) They are flexible.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 2 Medium
Topic: Managing Control Effectively
 



	128.
	Which kind of organization is most likely to try to exert too much control? 
 

	A. 
	Clan



	B. 
	Market



	C. 
	Bureaucratic



	D. 
	Decentralized



	E. 
	Matrix


Some organizations, particularly bureaucratic ones, try to exert too much control. They may try to regulate employee behavior in everything from dress code to coffee breaks. Allowing employees too little discretion for analysis and interpretation may lead to employee frustration.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 2 Medium
Topic: Managing Control Effectively
 



	129.
	Before the fall term began, professors at Ridgeview College were required to fill out many forms, ranging from performance objectives to lists of summer contacts with prospective students. Many professors complained that they would rather spend the time getting ready for their courses. This is an example of which barrier to successful control? 
 

	A. 
	Overemphasis on one instead of multiple approaches.



	B. 
	Overemphasis on paperwork.



	C. 
	Overemphasis on means instead of ends.



	D. 
	Too much control.



	E. 
	Too much flexibility.


One barrier to successful control systems is overemphasis on paperwork. A specific kind of misdirection of effort is management emphasis on getting reports done, to the exclusion of other performance activity. Reports are not the be-all and end-all. Undue emphasis on reports can lead to too much focus on quantification of results and even to falsification of data.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 3 Hard
Topic: Managing Control Effectively
 



	130.
	At Claremont Profession Fencing, employees were asked how the quality of its customer service could best be measured, and management then implemented a survey system based on the feedback. Claremont has overcome which of the following barriers to success of control systems? 
 

	A. 
	Overemphasis on one instead of multiple approaches.



	B. 
	Overemphasis on paperwork.



	C. 
	Overemphasis on means instead of ends.



	D. 
	Too much control.



	E. 
	Too little employee participation.


One barrier to successful control systems is too little employee participation. Involving employees in both the planning and execution of control systems as Claremont did, can bring legitimacy to the process and heighten employee morale.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 3 Hard
Topic: Managing Control Effectively
 



	131.
	Recruiters for Littleton University were under extreme pressure to meet their objective of a 10% increase in the size of the freshman class. As a result, they admitted many students who were not qualified and who failed to perform in classes. This is an example of which problem associated with control systems? 
 

	A. 
	Overemphasis on one instead of multiple approaches.



	B. 
	Overemphasis on paperwork.



	C. 
	Overemphasis on means instead of ends.



	D. 
	Too much control.



	E. 
	Too little participation.


One barrier to successful control systems is overemphasis on means instead of ends. Control activities are not ends in themselves but the means to eliminating problems. Too much emphasis on means can lead to game playing, or "beating the system," as managers and employees manipulate data to seem to fulfill short-run goals instead of the organization's strategic plan.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 3 Hard
Topic: Managing Control Effectively
 



	132.
	Harbor Casino and Resort requires its casino dealers to have licenses, observes them using closed-circuit TV, and requires detailed reports at the end of each shift. This organization has overcome the control system barrier of 
 

	A. 
	overemphasis on one instead of multiple approaches.



	B. 
	overemphasis on paperwork.



	C. 
	overemphasis on means instead of ends.



	D. 
	too much control.



	E. 
	too little participation.


One control may not be enough especially in those cases when large amounts of cash are handled by employees as in the case of casinos. Using multiple controls overcomes the barrier of overemphasizing one rather than multiple approaches.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 3 Hard
Topic: Managing Control Effectively
 


 

Essay Questions 
 
	133.
	What is productivity? Why is increasing productivity important? In the context of a specific job, preferably from your own experience, discuss at least three ways that managers can improve productivity. 
 

Productivity is the ratio of outputs to inputs, or (goods + services)/(labor + capital + materials + energy). It is important to companies because it determines their profitability and survival. It is important to the nation because the higher productivity is, the more available goods and services are to us, and the higher our standard of living. Based on the definition, managers can raise productivity by making substitutions or increasing the efficiency of any resource.

Managers can also do the following:
Establish base points, set goals, and measure results.
Use new technology.
Improve the match between employees and jobs.
Encourage employee involvement and innovation.
Encourage employee diversity.
Redesign the work process.

Students should also give an example of three of the six actions.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-01 How do managers influence productivity?
Level of Difficulty: 3 Hard
Topic: Managing for Productivity
 



	134.
	What is control, what is its purpose, and why do organizations need it? 
 

Control is making something happen the way it was planned to happen. Controlling is defined as monitoring performance, comparing it with goals, and taking corrective action as needed. The purpose of control is to make sure that performance meets objectives. There are six reasons why control is needed:

To adapt to change and uncertainty.
To discover irregularities and errors.
To reduce costs, increase productivity, or add value.
To detect opportunities.
To deal with complexity.
To decentralize decision making and facilitate teamwork.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	135.
	List the steps in the control process. 
 

The four control process steps are: (1) establish standards; (2) measure performance; (3) compare performance to standards; and (4) take corrective action if necessary. If action is needed, standards may have to be revised. If it is not needed, continue work progress and recognize success.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-02 Why is control such an important managerial function?
Level of Difficulty: 2 Medium
Topic: Control: When Managers Monitor Performance
 



	136.
	Explain the six areas of organizational control. 
 

The six areas of organizational control are physical, human, informational, financial, structural, and cultural.

The physical area includes buildings, equipment, and tangible products.

The human resources controls are those used to monitor employees and include personality tests and drug testing for hiring, performance tests during training, performance evaluations to measure work productivity, and employee surveys to assess job satisfaction and leadership.

The informational area includes production schedules, sales forecasts, environmental impact statements, analyses of competition, public relations briefings that are controls on an organization's various information resources.

The financial area looks at the financial controls of the organization.

The structural area refers to how the organization is arranged from a hierarchical or structural standpoint such as bureaucratic and decentralized control.

The cultural area is an informal method of control. It influences the work process and levels of performance through the set of norms that develop as a result of the values and beliefs that constitute an organization's culture.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-03 How do successful companies implement controls?
Level of Difficulty: 2 Medium
Topic: Levels and Areas of Control
 



	137.
	Explain the four perspectives of the balanced scorecard and how a balanced scorecard is related to a strategy map. 
 

A balanced scorecard gives top managers a fast but comprehensive view of the organization via four indicators: (1) customer satisfaction, (2) internal processes, (3) innovation and improvement activities, and (4) financial measures.

The financial perspective answers the question "How do we look to shareholders?" by using financial measures.

The customer perspective answers the question "How do customers see us?" by translating the mission of customer service into specific measures of concerns that really matter to customers.

The internal business perspective asks "What must we excel at?" and looks at quality, employee skills, and productivity as internal things that must be done to meet its customers' expectations.

Finally, the innovation and learning perspective answers the question "Can we continue to improve and create value?" by creating a culture that encourages rank-and-file employees to make suggestions and question the status quo.

The balanced scorecard is related to a strategy map in that the strategy map is a visual representation of the four perspectives of the balanced scorecard that enables managers to communicate their goals so that everyone in the company can understand how their jobs are linked to the overall objectives of the organization.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-04 How can three techniques-balanced scorecard; strategy maps; and measurement management-help me establish standards and measure performance?
Level of Difficulty: 2 Medium
Topic: The Balanced Scorecard, Strategy Maps, and Measurement Management
 



	138.
	Define these terms: financial statement, balance sheet, income statement, ratio analysis. Describe four types of financial ratios and explain the use of each. 
 

Financial statement: a summary of some aspect of an organization's financial status.
Balance sheet: a summary of an organization's overall financial worth (assets and liabilities) at a specific point in time.
Income statement: a summary of an organization's financial results (revenues and expenses) over a specified period of time.
Ratio analysis: the practice of evaluating financial ratios, such as:
Liquidity ratio: how easily an organization's assets can be converted into cash.
Debt management ratio: how easily an organization can meet its long-term financial obligations.
Asset management ratio: how effectively an organization is managing its assets.
Return ratios: return on investment or return on equity; how effective management is generating a return, or profits, on its assets.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-05 Financial performance is important to most organizations. What are the financial tools I need to know about?
Level of Difficulty: 2 Medium
Topic: Some Financial Tools for Control
 



	139.
	What are the two core principles of TQM? Explain the assumptions underlying each. 
 

The two core principles are people and improvement orientations.
People orientation: Delivering customer value is most important; people will focus on quality if given empowerment; and TQM requires training, teamwork, and cross-functional efforts.
Improvement orientation: It's less expensive to do it right the first time; it's better to do small improvements all the time; accurate standards must be followed to eliminate small variations; and there must be strong commitment from top management.


 
	AACSB: Analytic
Blooms: Understand
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 2 Medium
Topic: Total Quality Management
 



	140.
	Describe at least three TQM techniques. For each, describe how a company would implement this technique. 
 

The techniques described in the text are:

Employee involvement: quality circles, self-managed teams, and special-purpose teams.
Benchmarking: learning from the best performers.
Outsourcing: let outsiders handle it.
ISO 9000: meeting standards of independent auditors.
Reduced cycle time: increasing the speed of work processes.
Statistical process control: taking periodic random samples.
Six Sigma and Lean Six Sigma: data-driven ways to eliminate defects.

The student should provide an example of how a company would implement three of these.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-06 How do top companies improve the quality of their products or services?
Level of Difficulty: 3 Hard
Topic: Total Quality Management
 



	141.
	What are the keys to a successful control system? Think of the parenting techniques your parents or guardians used in raising you. Did they apply these principles? How could they have done so more effectively? 
 

Successful control systems are:

Strategic and results oriented.
Timely, accurate, and objective.
Realistic, positive, and understandable, and encourage self-control.
Flexible.

The student should then explain how a parent can use these principles to succeed in raising children, with reference to his or her own experience.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 3 Hard
Topic: Managing Control Effectively
 



	142.
	Describe the barriers to the success of control systems. Consider one of your college classes as an example and your instructor as someone who would like to have good control systems in place. Explain if and how the barriers have detracted from performance in the class. 
 

The barriers are:

Too much control.
Too little employee participation.
Overemphasis on means instead of ends.
Overemphasis on paperwork.
Overemphasis on one instead of multiple approaches.

The student should then explain if and how the barriers have detracted from performance in the class.


 
	AACSB: Analytic
Blooms: Apply
Learning Objective: 16-07 What are the keys to successful control; and what are the barriers to control success?
Level of Difficulty: 3 Hard
Topic: Managing Control Effectively
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