Chapter 01 Communication in the Workplace
Student: ___________________________________________________________________________
	1.
	Communication skills are a plus, but you can succeed as well with or without them as long as you are expert in your chosen business area. 
 
True    False


 
	2.
	The higher you go in an organization, the less important communication skills become. 
 
True    False


 
	3.
	Succeeding in the "information age" requires businesses—and their employees—to be more flexible and adaptive than they used to be. 
 
True    False


 
	4.
	People need to ignore their cultural, ethnic, social, and/or age differences when doing business together. 
 
True    False


 
	5.
	Widespread use of the Internet is one reason for companies' increased attention to social responsibility. 
 
True    False


 
	6.
	The work-related communication that a business does with people and groups outside the company is external-operational communication. 
 
True    False


 
	7.
	Because personal communication interferes with work, it should be prohibited in the workplace. 
 
True    False


 
	8.
	The formal, established channels of information flow in a business are not planned; instead they result from the actions of the workers. 
 
True    False


 
	9.
	As a rule, simple organizations require more communication than do complex ones. 
 
True    False


 
	10.
	Whatever the nature of their businesses, all organizations use the same genres or forms of communication. 
 
True    False


 
	11.
	You can learn the true culture of an organization by reading its published missions statement. 
 
True    False


 
	12.
	Communication is collaborative. There is really no such thing as one-way communication. 
 
True    False


 
	13.
	Imagination, creativity, and judgment are for the creative disciplines. Business communication should use only logic and analysis. 
 
True    False


 
	14.
	Since most business communication problems are ill-defined problems without clearly prescribed solutions, all communication solutions are equally valid. 
 
True    False


 
	15.
	Because human beings are generally similar emotionally and physically, they develop equivalent words and values even if they have been reared in different cultures or sub-cultures. 
 
True    False


 
	16.
	All business communicators at an advanced level share essentially the same vocabulary because they are all accomplished professionals. 
 
True    False


 
	17.
	Business communication is about conveying information. Any personal remarks or references to previous contact between the communicators should be left out. 
 
True    False


 
	18.
	To solve a business communication problem efficiently and effectively, you should take a linear approach--that is, you should define the problem, choose a solution, and implement the solution, without any backtracking through the process. 
 
True    False


 
	19.
	No two people have identical mental "filters." 
 
True    False


 
	20.
	Which of the following is not a major trend in business in the 21st century? 
 

	A. 
	Increasingly hierarchical company structures



	B. 
	Growing diversity of employees in the workplace



	C. 
	Increased focus on corporate social responsibility



	D. 
	Need to stay abreast of changing information technologies



	E. 
	Increasing globalization





 
	21.
	The ability to meaningfully, accurately, and efficiently include pictures and other graphics to supplement your messages is an example of 
 

	A. 
	cross-cultural literacy.



	B. 
	information literacy.



	C. 
	verbal literacy.



	D. 
	technological literacy.



	E. 
	visual literacy.





 
	22.
	A memorandum reporting a shortage of certain goods written by the warehouse supervisor of Company X to the company's purchasing department is classified as 
 

	A. 
	internal-operational communication.



	B. 
	external-operational communication.



	C. 
	personal communication.



	D. 
	cross-cultural communication.



	E. 
	internal-external communication.





 
	23.
	An angry customer calls the Public Relations Department of Company X to complain about the company's product. Such communications are properly classified as 
 

	A. 
	internal-operational communication.



	B. 
	external-operational communication.



	C. 
	personal communication.



	D. 
	cross-cultural communication.



	E. 
	internal-external communication.





 
	24.
	Which is good advice to a manager concerning how to deal with the grapevine? 
 

	A. 
	control it with strict rules



	B. 
	eliminate it



	C. 
	keep in touch with it and use it



	D. 
	ignore it



	E. 
	feed it with gossip and rumors





 
	25.
	Which statement below is most likely to be true of the communication in an organization? 
 

	A. 
	The smaller the organization, the more communicating it will do



	B. 
	The more stable the organization's industry, the more the employees will need to improvise when communicating



	C. 
	The simpler the organization's operations, the less communication it will need to perform



	D. 
	The more geographically dispersed the members are, the less communicating they will do



	E. 
	The more relaxed the organization's culture, the more effective its communication





 
	26.
	Which of the following is an important context to consider when planning a business message? 
 

	A. 
	The general economic environment



	B. 
	The communicators' relationship



	C. 
	The communicators' personal histories and values



	D. 
	The goals of the companies that employ the communicators



	E. 
	All of the above





 
	27.
	Which of the following can help you solve business communication problems? 
 

	A. 
	Rely exclusively on heuristics to solve problems since these have worked in past situations.



	B. 
	Treat all communication situations as well-defined problems.



	C. 
	Settle for no less than the perfect solution to a communication problem.



	D. 
	Consider the likely effects of a number of different solutions.



	E. 
	Expect that all people will interpret the situation the same way that you do.





 
	28.
	Which of the following is usually not a good strategy for solving a communication problem? 
 

	A. 
	Deciding on your communication purpose



	B. 
	Analyzing the audience



	C. 
	Designing the message



	D. 
	Choosing the channel for the message



	E. 
	Sending the message immediately after recognizing there is a communication need





 
	29.
	When two people using the same word think that they agree on its meaning but actually do not, they are experiencing the communication problem known as 
 

	A. 
	semantic differential.



	B. 
	bypassing.



	C. 
	heuristics.



	D. 
	masking.



	E. 
	code switching.
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	1.
(p. 3)
	Communication skills are a plus, but you can succeed as well with or without them as long as you are expert in your chosen business area. 
 
FALSE
No matter how expert you are in your area of business, people will only be able to benefit from your knowledge if you can communicate it well.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Easy
Learning Objective: 01-1
Rentz - Chapter 01 #1
Topic: Role of Communication in Business
 



	2.
(p. 3)
	The higher you go in an organization, the less important communication skills become. 
 
FALSE
The opposite is true. The higher the position, the more important good communication skills become.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Easy
Learning Objective: 01-1
Rentz - Chapter 01 #2
Topic: Role of Communication in Business
 



	3.
(p. 6)
	Succeeding in the "information age" requires businesses—and their employees—to be more flexible and adaptive than they used to be. 
 
TRUE
Technological and business environments are changing so fast that businesses have to be able quickly to acquire, evaluate, and use information in order to succeed.


 
	AACSB: Reflective Thinking
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-2
Rentz - Chapter 01 #3
Topic: Role of Communication in Business
 



	4.
(p. 6)
	People need to ignore their cultural, ethnic, social, and/or age differences when doing business together. 
 
FALSE
It is true that communicators from different backgrounds need to find a common ground in order to do business together, but they will only find it if they understand and respect their native differences.


 
	AACSB: Diversity
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-2
Rentz - Chapter 01 #4
Topic: Role of Communication in Business
 



	5.
(p. 7)
	Widespread use of the Internet is one reason for companies' increased attention to social responsibility. 
 
TRUE
The Internet—where negative press travels quickly and widely—has dramatically increased the transparency of companies' operations, thus helping to fuel their interest in having a socially responsible image.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-2
Rentz - Chapter 01 #5
Topic: Role of Communication in Business
 



	6.
(p. 8)
	The work-related communication that a business does with people and groups outside the company is external-operational communication. 
 
TRUE
This definition appears on page 8. This is the business's communication with its publics, such as suppliers, customers, and government agencies.


 
	AACSB: Communication
Blooms: Knowledge
Difficulty: Medium
Learning Objective: 01-3
Rentz - Chapter 01 #6
Topic: Role of Communication in Business
 



	7.
(p. 9-10)
	Because personal communication interferes with work, it should be prohibited in the workplace. 
 
FALSE
Some personal communication is essential to maintain good work relationships since it helps make and sustain the relationships upon which business depends.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-3
Rentz - Chapter 01 #7
Topic: Role of Communication in Business
 



	8.
(p. 10-11)
	The formal, established channels of information flow in a business are not planned; instead they result from the actions of the workers. 
 
FALSE
The formal channels of communication do not just happen; they are planned by company leaders. But employees develop informal channels as well.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-4
Rentz - Chapter 01 #8
Topic: Role of Communication in Business
 



	9.
(p. 12)
	As a rule, simple organizations require more communication than do complex ones. 
 
FALSE
The opposite is true.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Easy
Learning Objective: 01-5
Rentz - Chapter 01 #9
Topic: Role of Communication in Business
 



	10.
(p. 12-13)
	Whatever the nature of their businesses, all organizations use the same genres or forms of communication. 
 
FALSE
While businesses do share many general communication forms, the nature of each business helps determine its specific communication needs and genres.


 
	AACSB: Communication
Blooms: Application
Difficulty: Medium
Learning Objective: 01-5
Rentz - Chapter 01 #10
Topic: Role of Communication in Business
 



	11.
(p. 13)
	You can learn the true culture of an organization by reading its published missions statement. 
 
FALSE
A mission statement can tell you what management wants the culture to be or what they want the public to think it is, but the actual culture is a "dynamic, living realm of meaning constructed daily through infinite behaviors and communications."


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-5
Rentz - Chapter 01 #11
Topic: Role of Communication in Business
 



	12.
(p. 14-15)
	Communication is collaborative. There is really no such thing as one-way communication. 
 
TRUE
It is tempting to think that just putting a message out there means that communication has occurred. But communication has not happened unless the recipient has actually received and interpreted the message. And it is not successful communication unless the recipient gets the idea that the sender intended.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Hard
Learning Objective: 01-6
Rentz - Chapter 01 #12
Topic: Business Communication Process
 



	13.
(p. 13-14)
	Imagination, creativity, and judgment are for the creative disciplines. Business communication should use only logic and analysis. 
 
FALSE
Most business communication problems are, by definition, ill-defined problems. This means that business communicators must use their imagination to visualize their audiences and the likely impact of different communication solutions and use their creativity and judgment to figure out the best way to craft a message and achieve a desired result.


 
	AACSB: Analytic
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-6
Rentz - Chapter 01 #13
Topic: Business Communication Process
 



	14.
(p. 14)
	Since most business communication problems are ill-defined problems without clearly prescribed solutions, all communication solutions are equally valid. 
 
FALSE
There can be many ways to handle a certain communication situation, but those that are based upon careful research, analysis, and judgment will be more likely to succeed than those that are not.


 
	AACSB: Analytic
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-6
Rentz - Chapter 01 #14
Topic: Business Communication Process
 



	15.
(p. 15, 19)
	Because human beings are generally similar emotionally and physically, they develop equivalent words and values even if they have been reared in different cultures or sub-cultures. 
 
FALSE
Different cultures and sub-cultures have certain unique values and needs and have therefore developed specialized words and meanings.


 
	AACSB: Diversity
Blooms: Comprehension
Difficulty: Hard
Learning Objective: 01-7
Rentz - Chapter 01 #15
Topic: Business Communication Process
 



	16.
(p. 15-16)
	All business communicators at an advanced level share essentially the same vocabulary because they are all accomplished professionals. 
 
FALSE
While business communicators may share certain kinds of knowledge and language, they often occupy different professional and industrial fields that bring with them special concepts and terminology.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Hard
Learning Objective: 01-7
Rentz - Chapter 01 #16
Topic: Business Communication Process
 



	17.
(p. 9-10, 15)
	Business communication is about conveying information. Any personal remarks or references to previous contact between the communicators should be left out. 
 
FALSE
The chapter stresses the importance of the relationship-building dimension of communication, in addition to the information-sharing dimension.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-7
Rentz - Chapter 01 #17
Topic: Business Communication Process
 



	18.
(p. 17)
	To solve a business communication problem efficiently and effectively, you should take a linear approach--that is, you should define the problem, choose a solution, and implement the solution, without any backtracking through the process. 
 
FALSE
It is tempting to take a strictly linear approach to problem solving, believing that it will lead to efficiency, but in reality, later steps in the process will often suggest reasons to return to earlier stages, leading to a more effective (and therefore more truly efficient) effort.


 
	AACSB: Analytic
Blooms: Comprehension
Difficulty: Hard
Learning Objective: 01-8
Rentz - Chapter 01 #18
Topic: Business Communication Process
 



	19.
(p. 16, 19)
	No two people have identical mental "filters." 
 
TRUE
No two people have precisely the same values, backgrounds, and verbal worlds. All of these elements influence how they perceive new situations and how they communicate.


 
	AACSB: Analytic
Blooms: Knowledge
Difficulty: Easy
Learning Objective: 01-7
Rentz - Chapter 01 #19
Topic: Business Communication Process
 



	20.
(p. 5-7)
	Which of the following is not a major trend in business in the 21st century? 
 

	A. 
	Increasingly hierarchical company structures



	B. 
	Growing diversity of employees in the workplace



	C. 
	Increased focus on corporate social responsibility



	D. 
	Need to stay abreast of changing information technologies



	E. 
	Increasing globalization


Because of the need to react quickly to the quickly changing business environment, company structures have become less, not more, hierarchical, blurring the distinction between employees and management.


 
	AACSB: Reflective Thinking
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-2
Rentz - Chapter 01 #20
Topic: Role of Communication in Business
 



	21.
(p. 6)
	The ability to meaningfully, accurately, and efficiently include pictures and other graphics to supplement your messages is an example of 
 

	A. 
	cross-cultural literacy.



	B. 
	information literacy.



	C. 
	verbal literacy.



	D. 
	technological literacy.



	E. 
	visual literacy.


Visual literacy is the ability to interpret and assess visuals and to create visual components for your messages.


 
	AACSB: Analytic
Blooms: Application
Difficulty: Easy
Learning Objective: 01-2
Rentz - Chapter 01 #21
Topic: Role of Communication in Business
 



	22.
(p. 8)
	A memorandum reporting a shortage of certain goods written by the warehouse supervisor of Company X to the company's purchasing department is classified as 
 

	A. 
	internal-operational communication.



	B. 
	external-operational communication.



	C. 
	personal communication.



	D. 
	cross-cultural communication.



	E. 
	internal-external communication.


By definition, such communications are internal-operational.


 
	AACSB: Communication
Blooms: Application
Difficulty: Medium
Learning Objective: 01-3
Rentz - Chapter 01 #22
Topic: Role of Communication in Business
 



	23.
(p. 8-9)
	An angry customer calls the Public Relations Department of Company X to complain about the company's product. Such communications are properly classified as 
 

	A. 
	internal-operational communication.



	B. 
	external-operational communication.



	C. 
	personal communication.



	D. 
	cross-cultural communication.



	E. 
	internal-external communication.


This communication is operational and it involves someone outside the company. Thus it fits the definition of external-operational communication.


 
	AACSB: Communication
Blooms: Application
Difficulty: Medium
Learning Objective: 01-3
Rentz - Chapter 01 #23
Topic: Role of Communication in Business
 



	24.
(p. 12)
	Which is good advice to a manager concerning how to deal with the grapevine? 
 

	A. 
	control it with strict rules



	B. 
	eliminate it



	C. 
	keep in touch with it and use it



	D. 
	ignore it



	E. 
	feed it with gossip and rumors


Good managers use the grapevine to their advantage.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-4
Rentz - Chapter 01 #24
Topic: Role of Communication in Business
 



	25.
(p. 12-13)
	Which statement below is most likely to be true of the communication in an organization? 
 

	A. 
	The smaller the organization, the more communicating it will do



	B. 
	The more stable the organization's industry, the more the employees will need to improvise when communicating



	C. 
	The simpler the organization's operations, the less communication it will need to perform



	D. 
	The more geographically dispersed the members are, the less communicating they will do



	E. 
	The more relaxed the organization's culture, the more effective its communication


As the chapter points out, the statements represented by A, B, and D would tend to be false. The chapter does not make the claim represented by E; in fact, it points out that too informal a culture can be counterproductive.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-5
Rentz - Chapter 01 #25
Topic: Role of Communication in Business
 



	26.
(p. 14-16)
	Which of the following is an important context to consider when planning a business message? 
 

	A. 
	The general economic environment



	B. 
	The communicators' relationship



	C. 
	The communicators' personal histories and values



	D. 
	The goals of the companies that employ the communicators



	E. 
	All of the above


As Figure 1-3 shows and the chapter discusses, all are important contexts to consider when solving a business communication problem.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-7
Rentz - Chapter 01 #26
Topic: Business Communication Process
 



	27.
(p. 13-14, 18)
	Which of the following can help you solve business communication problems? 
 

	A. 
	Rely exclusively on heuristics to solve problems since these have worked in past situations.



	B. 
	Treat all communication situations as well-defined problems.



	C. 
	Settle for no less than the perfect solution to a communication problem.



	D. 
	Consider the likely effects of a number of different solutions.



	E. 
	Expect that all people will interpret the situation the same way that you do.


Business situations often are complex and present multiple options for handling a given situation. Research, analysis, and creativity are necessary for choosing the best one.


 
	AACSB: Analytic
Blooms: Comprehension
Difficulty: Hard
Learning Objective: 01-6
Rentz - Chapter 01 #27
Topic: Business Communication Process
 



	28.
(p. 13-14, 18)
	Which of the following is usually not a good strategy for solving a communication problem? 
 

	A. 
	Deciding on your communication purpose



	B. 
	Analyzing the audience



	C. 
	Designing the message



	D. 
	Choosing the channel for the message



	E. 
	Sending the message immediately after recognizing there is a communication need


Timing is critical when delivering a message. The recipient must be in the right frame of mind and not distracted by other issues. Sending a message just because you are ready to do so may prove ineffective if the timing is not right.


 
	AACSB: Communication
Blooms: Comprehension
Difficulty: Medium
Learning Objective: 01-8
Rentz - Chapter 01 #28
Topic: Business Communication Process
 



	29.
(p. 19)
	When two people using the same word think that they agree on its meaning but actually do not, they are experiencing the communication problem known as 
 

	A. 
	semantic differential.



	B. 
	bypassing.



	C. 
	heuristics.



	D. 
	masking.



	E. 
	code switching.


"Bypassing" is the term that communication scholars have developed for this problem.


 
	AACSB: Communication
Blooms: Knowledge
Difficulty: Medium
Learning Objective: 01-7
Rentz - Chapter 01 #29
Topic: Business Communication: The Bottom Line
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